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The Effects of Psychological Contract Violation on
OS User’s Betrayal Behaviors:
Window XP Technical Support Ending Case

Un-Kon Lee*

Technical support of Window XP ended in March, 8, 2014, and it makes OS(Operating System) users fall
in a state of confusion. Sudden decision making of OS upgrade and replacement is not a simple problem.
Firms need to change the long term capacity plan in enterprise IS management, but they are pressed for
time and cost to complete it. Individuals can not help selecting the second best plan, because the following
0OSs of Window XP are below expectations in performances, new PC sales as the opportunities of OS upgrade
decrease, and the potential risk of OS technical support ending had not announced fo OS users at the
point of purchase. Microsoft as the OS vendors had not presented precaution or remedy for this confusion.
Rather, Microsoft announced that the fechnical support of the other following OSs of Wndow XP such as
Window 7 would ended in two years. This conflict between OS vendor and OS users could not happen
in one fime, but could recur in recent future.

Although studies on the ways of OS user protection policy would be needed to escape from this conflict,
few prior studies had conducted this issue. This study had challenge fo cautiously investigate in such OS
user’s reactions as the confirmation with OS user’s expectation in the point of purchase, three types of justice
perception on the treatment of OS vendor, psychological confract violation, safisfaction and the other befrayal
behavioral intention in the case of Window XP technical support ending. By adopting the justice perception
on this research, and by empirically validating the impact on OS user’s reactions, | could suggest the direction
of establishing OS user protection policy of OS vendor. Based on the expectation-confirmation theory, the
theory of justice, literatures about psychological contract violation, and studies about consumer betrayal
behaviors in the perspective of Herzberg(1968)'s dual factor theory, | developed the research model and
hypothesis. Expectation-confirmation theory explain that consumers had expectation on the performance
of product in the point of sale, and they could satisfied with their purchase behaviors, when the expectation
could have confirmed in the point of consumption. The theory of justice in social exchange argues that
freatee could be wiling to accept the freatment by treater when the three types of justice as distributive,
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procedural, and interactional justice could be established in freatment. Literatures about psychological con-
fract violation in human behaviors explains that contracter in a side could have the implied confract (also
cdlled “psychological contract”) which the confracter in the other side would sincerely execute the contract,
and that they are wiling fo do vengeance behaviors when their contract had unfairlly been broken. When
the psychological contract of consumers had been broken, consumers feel distrust with the vendors and
are wiling to decrease such beneficial aftitude and behavior as satisfaction, loyalty and repurchase intention.
At the same time, consumers feel betrayal and are wiling to increase such retributive attitude and behavior
as negative word-of-mouth, complain to the vendors, complain to the third parties for consumer protection.

We conducted a scenario survey in order to validate our research model at March, 2013, when is the
point of news released firstly and when is the point of one year before the acture Window XP technical
support ending. We collected the valid data from 238 voluntary participants who are the OS users but had
not yet exposed the news of Window OSs technical support ending schedule. The subject had been dllocated
info two groups and one of two groups had been exposed this news. The data had been analyzed by
the MANOVA and PLS. MANOVA results indicate that the OSs technical support ending could significantly
decrease dll three types of justice perception. PLS results indicated that it could significantly increase psycho-
logical contract violation and that this increased psychological confract violation could significantly reduce
the frust and increase the perceived betrayal. Then, it could significantly reduce satisfaction, loyalty, and
repurchase infention, and it also could significantly increase negative word-of-month intention, complain to
the vendor intention, and complain to the third party infention. All hypothesis had been significantly approved.

Consequently, OS users feel that the OSs technical support ending is not natural value added service
ending, but the violation of the core OS purchase contract, that it could be the posteriori prohibifion of
OS user's OS usage right, and that it could induce the psychological confract violation of OS users. This
study would confribufions fo infroduce the psychological confract viclation of the OS users from the OSs
technical support ending in IS field, o infroduce three types of justice as the antecedents of psychological
confract violation, and to empirically validate the impact of psychological contract violation both on the
beneficial and retributive behavioral infentions of OS users. For practice, the results of this study could confribute
to make more comprehensive OS user profection policy and consumer relationship management practices
of OS vendor.

Keywords : Window XP Technical Support Ending, Psychological Contract Violation, Consumer Betrayal
Behaviors
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<E 1> 58 =7
T B ZH =F =4
o] 4= 0OS AHlA Zﬂ% *P%IZ}E & 748t Aol
Axto)l | DJ1 | AHIAY oAl 335 o b}" A E zﬂ%é}ix} 3T}, .
FA4 D2 | 20148] hgol ¥33e] O Ho Fwel A Asehl Uo o o
(D)) [ DB | &HA AF 7H** AL FE 5 =g gt *HlXMMl a7 E ey g3
DJ4 *HIXH ool sl o] AYAE I o4 HAE EFL
o] A= 0S MEl: AF AdAE 9F5 T332 iialf:f}oﬂ P
#4e | P %h“— 74 2 A #AHE AT .
44 [ PR %]T A @ A FA AHI 9= 2ol YTk Son{;ggiﬂl(lm
®n [ P8 4 “‘ A FAo FYFHY 7S 71 eola 3
PJ4 ?j %W 2 el ol 2014 FolE B9 Ruekl 95t oA SES vt oo
o] 9= 0S MHlx AF AdAE 955 T3 A gl 9lof--
s 1 | &R A S o]ofr] g
2hg 12 | &8ANA A A s Son and Kim
AR | U3 | AHANA k&S AZY [2006]
M | 14 [ ZRAA 9E 25e welet
5 | &M *lﬂﬂ e A 2.
g A OE, of AES 05 AElZ AT AR
74]‘:‘;—?%"‘;} PCV1| Y42} ﬁ]QFZ74°1] s A= Ze yE&s osfsted A 2 2o Pavlou and
PCV‘_ PCV2| Alek 24& Fdste dA YelAe £9¢ HHE & A2 2. Gefen [2005]
PV) [pcva] 1 ad A e s35HA 50 A ¢
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917 PB1 %% =0l
malzr | PB2 | Al LAt Grégoire and
pp)  |DB3 | 1 &<k Yol AzES drpw =Ait. Fisher [2008]
(PB) ppa [ o] USF 05 AL ABAE UE o8d A olATE Frad.
PB5 | ©] 95 OS A2 AFAE YolA F33 95 &3 g
s |HE olﬁac% CRLESEER
mzc [SATL TE3tA Azt Kim and Son
Ls;\;) SAT2 | WE3, [2009]
( SAT3| 713l d Mul2g AFda goa A2ag,
Y= %E’.i& 2 0S5 MHl 2 AFA v o] 95F OS AHlx AFAE--
FAE |[LOY1| Bo] o] 88 A 24 Kim and Son
(LOY) |LOY2 E}E AFEAAE FH3AT [2009]
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Yt ¢o s 0sg FulstuA dod, ofpls: gE 0sd Hig o] 959 OsE
A | PIL [ FeE A 2o .
% [ PR | FuetAL & Aol Bhatiacharjee
() [P | F2Hold o O5& AL [2001]
Pl4 | AEE o] OSE Fular| & Y3t
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4.1 &8 g tor loading)= ¥ Ho} 33 M7 8%l Fajg
=0 ofet O& ¥WgSde] AaaAd ve 2ot
4 24 2d9 4 geE, Ad Bes =S FFY 89 Fage AL deA 2
2 A EHYE 5 EHYEE AEYY. £E g e 7 7HA Rl ol 82 F Utk & ATl
9 & (convergent validity)= W52 AVE(aver- e <& 4>olA QAT + dxo] E AVEY
age variance extracted)#t= A Hol & 4 9l A gol A s FARART E52
AVEgo] 4 05 o]/l 5o & &4 glstgon, A <& 5>ollA AT 5 A%
o] HEol o3 M s dnsinE £ g ol Zt Wi 8ol FagE ofet Wi FA &8
E=7F vt dedt =3 A B e 94 2 b ABBA Als =4 YEbRY. 1A
413 & (CR; composite reliability) A1 22l [Werts ETeta B dAFoM e ARaA FolA 74 |
et al, 1973]sk=H, 44 ANE =74 07 o3 A+ g o] AuAsT Bl A oR =4 ved A
T4 WEEo] Yz dAAE 7HA 1 QtHFornell = A W eI EA7F BT 4
and Larcker, 1981]. ¥ A9 54 24L& F g 7b vt o wgeiit mEkA 2 Ao ME 3
F1EA o3 Aer ey WEEY| F A, A 9 F5AE FAH A A At 9
Eé B et A dade] deS St ghof tisf B A RS 4 S A
# E}d = (Discriminant validity)= A& o2 (VIF; variance inflation factor)E 83} 4w
Mde AP W oAzl Ao ZAHPREC] Bzt stgivt VIFES 10 W Phol® tga414
ZAstuA = dd MNde entE S5 EA7E A o2 Arjsitta ddd 5 e,
Ao, Aet Mg EHde AolE Hol=A9 A Ax, A g AEAE A el VIFge] 4
T2 9n 3} Chin, 1998]. ¥ EGEES 9l 7} 3,653, 3.124, 3.0630.2 UERL} B Ao A=
at7] HslA= AVEY Al ol bE Wes 21*“40] 2] °L%€ gelstoitt. 234
te] FAAARY A YEd=A Y A5 & 2 dFdAEe 74 BaEs BEEEE
Adste WAt 2+ A .45 89 FokF(fac- 7} QEQ Aoz J*‘?_}O}Sl +As AgsA
<E 4> ADTAE
AVE| CR | R2 a DJ PJ IJ [PCV|TRU| PB |SAT |LOY| PI | NW | CPL | SUE
DJ |0.864 |0.962 0.948 10.930
PJ [0.805(0.943 0.919|0.801 | 0.897
IJ [0.827|0.960 0.94810.799 | 0.758 | 0.909
PCV | 0.909|0.968 | 0.554 | 0.950 |-0.675|-0.657|-0.718| 0.954
TRU | 0.856|0.947|0.585|0.915| 0.777| 0.739 | 0.827 |-0.765| 0.925
PB |0.919|0.983|0.823|0.978 |-0.716|-0.687|-0.757| 0.907 |-0.796| 0.958
SAT |0.951]0.983(0.733|0.974 | 0.813 | 0.748 | 0.776 |-0.781| 0.856 |-0.806| 0.975
LOY | 0.908|0.967 | 0.630|0.949| 0.753 | 0.684 | 0.721 |-0.742| 0.794 |-0.760| 0.883 | 0.953
PI |0.940(0.984|0.522{0.979 | 0.688 | 0.615 | 0.677 |-0.672| 0.722 |-0.686| 0.813 | 0.895 | 0.970
NW {0.984|0.994 | 0.747 | 0.992 |-0.694|-0.666|-0.720| 0.841 |-0.774| 0.864 |-0.810|-0.766|-0.717| 0.992
CPL |0.975(0.992|0.716 | 0.987 |-0.708|-0.641|-0.699| 0.852 {-0.753| 0.846 |-0.773|-0.729|-0.672| 0.864 | 0.988
SUE [0.980(0.993 | 0.707 | 0.990 |-0.685{-0.627|-0.706| 0.828 |-0.740| 0.841 |-0.761|-0.716|-0.670| 0.821 | 0.913 | 0.990
*RAARARY AN FHES 4 WEEY AVERY AuT4.
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DJ PJ IJ PCV | TRU PB SAT | LOY PI NW | CPL | SUE
DJ1 0.933 | 0.728 | 0.718 | -0.623 | 0.717 | -0.662 | 0.736 | 0.703 | 0.636 | -0.632 | -0.651 | -0.629
DJ2 0.941 | 0.756 | 0.716 | -0.601 | 0.712 | -0.645 | 0.751 | 0.686 | 0.612 | -0.620 | -0.658 | -0.642
DJ3 0.924 | 0.754 | 0.763 | -0.648 | 0.737 | -0.690 | 0.775 | 0.724 | 0.669 | -0.674 | -0.644 | -0.627
DJ4 0919 | 0.741 | 0.770 | -0.637 | 0.721 | -0.662 | 0.759 | 0.683 | 0.639 | -0.652 | -0.679 | -0.649
PJ1 0.613 | 0.843 | 0.566 | -0.480 | 0.541 | -0.501 | 0.555 | 0.458 | 0.452 | -0.501 | -0.479 | -0.455
PJ2 0.739 | 0.938 | 0.703 | -0.608 | 0.674 | -0.646 | 0.682 | 0.623 | 0.570 | -0.618 | -0.588 | -0.582
PJ3 0.753 | 0.938 | 0.709 | -0.646 | 0.715 | -0.668 | 0.729 | 0.695 | 0.615 | -0.637 | -0.612 | -0.617
PJ4 0.754 | 0.867 | 0.727 | -0.606 | 0.703 | -0.630 | 0.699 | 0.650 | 0.551 | -0.617 | -0.607 | -0.576
IJ1 0.671 | 0.647 | 0.908 | -0.577 | 0.695 | -0.628 | 0.629 | 0.594 | 0.579 | -0.591 | -0.584 | -0.598
IJ2 0.685 | 0.665 | 0914 | -0.613 | 0.729 | -0.670 | 0.657 | 0.619 | 0.605 | -0.643 | -0.599 | -0.622
IJ3 0.770 | 0.692 | 0.919 | -0.607 | 0.736 | -0.636 | 0.692 | 0.639 | 0.582 | -0.604 | -0.599 | -0.598
IJ4 0.701 | 0.678 | 0.897 | -0.673 | 0.753 | -0.699 | 0.708 | 0.638 | 0.598 | -0.660 | -0.636 | -0.637
IJ5 0.787 | 0.748 | 0.908 | -0.759 | 0.822 | -0.780 | 0.808 | 0.759 | 0.691 | -0.748 | -0.733 | -0.728

PCV1 | -0575 | -0.576 | -0.610 | 0.931 | -0.650 | 0.796 | -0.688 | -0.649 | -0.602 | 0.755 | 0.780 | 0.742

PCV2 | -0.660 | -0.626 | -0.708 | 0.973 | -0.759 | 0.890 | -0.761 | -0.726 | -0.659 | 0.830 | 0.829 | 0.807

PCV3 | -0.689 | -0.673 | -0.726 | 0.956 | -0.769 | 0.902 | -0.779 | -0.740 | -0.659 | 0.817 | 0.826 | 0.817

TRU1 | 0.773 | 0.752 | 0.815 | -0.771 | 0.957 | -0.812 | 0.835 | 0.771 | 0.703 | -0.762 | -0.745 | -0.730

TRU2 | 0.757 | 0.713 | 0.829 | -0.753 | 0.950 | -0.779 | 0.826 | 0.767 | 0.713 | -0.779 | -0.746 | -0.728

TRU3 | 0.613 | 0.574 | 0.634 | -0.581 | 0.866 | -0.600 | 0.706 | 0.659 | 0.578 | -0.592 | -0.584 | -0.584
PB1 | -0.673 | -0.659 | -0.715 | 0.865 | -0.752 | 0.973 | -0.789 | -0.732 | -0.663 | 0.847 | 0.802 | 0.788
PB2 | -0.712 | -0.703 | -0.729 | 0.883 | -0.777 | 0.969 | -0.808 | -0.754 | -0.668 | 0.854 | 0.829 | 0.820
PB3 | -0.661 | -0.647 | -0.714 | 0.867 | -0.762 | 0.963 | -0.754 | -0.722 | -0.653 | 0.833 | 0.824 | 0.821
PB4 | -0.687 | -0.614 | -0.722 | 0.850 | -0.747 | 0.934 | -0.738 | -0.698 | -0.637 | 0.799 | 0.782 | 0.760
PB5 | -0.698 | -0.667 | -0.749 | 0.882 | -0.774 | 0.953 | -0.770 | -0.737 | -0.664 | 0.807 | 0.817 | 0.838

SAT1 | 0789 | 0.729 | 0.742 | -0.773 | 0.827 | -0.790 | 0.982 | 0.871 | 0.791 | -0.795 | -0.746 | -0.734

SAT2 | 0779 | 0.719 | 0.757 | -0.768 | 0.837 | -0.784 | 0.981 | 0.865 | 0.795 | -0.787 | -0.747 | -0.739

SAT3 | 0811 | 0.740 | 0.770 | -0.745 | 0.840 | -0.782 | 0.962 | 0.847 | 0.792 | -0.788 | -0.767 | -0.754

LOY1 | 0.716 | 0.648 | 0.688 | -0.729 | 0.760 | -0.749 | 0.833 | 0.952 | 0.848 | -0.734 | -0.687 | -0.683

LOY2 | 0.728 | 0.658 | 0.679 | -0.699 | 0.761 | -0.718 | 0.865 | 0.946 | 0.832 | -0.734 | -0.698 | -0.681

LOY3 | 0.707 | 0.650 | 0.693 | -0.692 | 0.748 | -0.706 | 0.826 | 0.961 | 0.879 | -0.723 | -0.699 | -0.684
PI1 0.671 | 0.603 | 0.641 | -0.641 | 0.700 | -0.661 | 0.787 | 0.874 | 0.967 | -0.684 | -0.651 | -0.656
PI2 0.671 | 0.593 | 0.655 | -0.670 | 0.715 | -0.676 | 0.793 | 0.876 | 0.980 | -0.711 | -0.667 | -0.664
PI3 0.665 | 0.604 | 0.661 | -0.650 | 0.699 | -0.669 | 0.791 | 0.886 | 0.977 | -0.696 | -0.651 | -0.649
Pl4 0.662 | 0.585 | 0.667 | -0.645 | 0.687 | -0.652 | 0.782 | 0.835 | 0.955 | -0.690 | -0.637 | -0.629

NW1 | -0.686 | -0.657 | -0.713 | 0.834 | -0.769 | 0.854 | -0.797 | -0.753 | -0.703 | 0.993 | 0.862 | 0.813

NW2 | -0.684 | -0.650 | -0.709 | 0.830 | -0.771 | 0.858 | -0.803 | -0.757 | -0.712 | 0.993 | 0.856 | 0.811

NW3 | -0.696 | -0.673 | -0.721 | 0.839 | -0.763 | 0.858 | -0.810 | -0.770 | -0.719 | 0.989 | 0.853 | 0.818

CPL1 | -0.698 | -0.635 | -0.682 | 0.837 | -0.740 | 0.834 | -0.756 | -0.712 | -0.654 | 0.853 | 0.989 | 0.899

CPL2 | -0.702 | -0.638 | -0.693 | 0.852 | -0.743 | 0.842 | -0.769 | -0.723 | -0.674 | 0.857 | 0.989 | 0.903

CPL3 | -0.697 | -0.626 | -0.697 | 0.835 | -0.746 | 0.831 | -0.764 | -0.725 | -0.663 | 0.851 | 0.985 | 0.902

SUE1 | -0.676 | -0.621 | -0.704 | 0.820 | -0.744 | 0.836 | -0.762 | -0.718 | -0.676 | 0.815 | 0.905 | 0.990

SUE2 | -0.676 | -0.619 | -0.691 | 0.819 | -0.730 | 0.826 | -0.744 | -0.700 | -0.648 | 0.819 | 0.908 | 0.993

SUE3 | -0.683 | -0.622 | -0.701 | 0.822 | -0.725 | 0.835 | -0.756 | -0.710 | -0.665 | 0.803 | 0.897 | 0.987
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B AFoAE 2008 HHES AH REXEF B ATE 059 71&3 A ‘Mu 2 Z89 o
7] [Chin, 1998; Chin and Dibbern, 2010]= % gl 0S o] &£AE0] wrA 2 ZAA 4o W
M ARART. ¥F 4 0019 RAs B % 424 At Awel FFe4z, Ba oy
F A EF @iﬂ]—.—(standardized path coeffi- A5 XP 7|€d YA 2 =T AHEHE A7)
cient)ol tg tgks AHESAT A, AR 2 2 089 71&ed AdAu 2 Fio] 53] ojm g
HE%g T4 B Qe Aok o 4 B A4 3T oA 2L WL o
A HOISA RAAY FHE AT AL AL AFLAE AEGLG, FA, £ AFL o
2 AT °]5 MANOVA A9} F3t3l AR E QIS &R JIAA, BA A k3o B
B, 08 7|4 ALAnl 2~ S50 we} OS o Shol FH3kI o] Z Qs AHAELS TP V)
$AEe A3t Y ¥ 438 FRH A4e 2 3RAY U4, UE, 5 oo 12
g 7A HAeH, Olﬂid 344 A4 a ARA ofU™, 53] 1A H w5 FAH A
A9 A e foAsA FAAE A A4 2 95IER 989AE 43502 7
o2 et 407 A% el FAaA @ EAsh @7 Anl g, 05 147 A4
e A frol fEAM At Zasta A ANz FUOR Q8 05 AgAEe A, 34
H wjalghe] F7ke AS & & Aok AFe 2 A52E A A BF FoetA A
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