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Integrated Model of Customer Perception on Service Failures & Complaining
Motivations: From the Viewpoint of Self-concept

Chen Guoping (Professor, Wuhan University of Science and Technology )
Li Dehui (Graduate, Wuhan University of Science and Technology )

Abstract : Due to the misunderstanding of service failures and complaining motivations by customers., service firms always fall
into the actual dilemma of “shooting at random” and “customer loyalty dying without any illness” , when conducting the fail-
ure recoveries. According to the literature research. the existing theories or models of management are insufficient to explain
customer complaining behaviors and the motivations. From the viewpoint of self-concept, this paper tries to probe into the
mechanism of how customer complaining motivations come into being. Based on the social psychology and cognitive psychol-
ogy theories, this paper have raised that,to some degree,service failures could destroy one or more kinds of self-concept of
customers,so that customers would perceive certain kinds of self-threats, which is the key variable to predict customer com-
plaining motivations. Also,it has been proposed that the intensity of customer complaining motivations can be moderated by
individual self-monitoring. Based on this theoretical logic, this paper constructs an integrated model of customer perception
on service failures and complaining motivations,and indicates the future research areas.

Key words: service failure; self-concept; self-threat; self-monitoring; customer complaining motivation
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