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Abstract This study examines the effects of perceived service employee support on customer's negative
silence, defensive silence and acquiescent silence, and the effects of such negative silence on
relationship retention intention. Through this, we would like to discuss the negative effects of
customer's negative silence and suggest strategies to reduce negative silence. This study employed
questionnaire survey. The total number of questionnaires used in the final analysis was 220. A structural
equation model was used for hypothesis analysis. As a result, the perceived service employee support
has a significant negative effect on the defensive silence and acquiescent silence in the failure situation.
In addition, acquiescent silence had a significant negative effect on relationship retention intentions
and defensive silence had no significant effect on relationship retention intentions. Acquiescent silence
had a higher negative effect on relationship maintenance intention than defensive silence, indicating
that acquiescent silence was worse than defensive silence.
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Table 1. Results of Reliability and Validity Test

(df=112)=232.321, p=.000, GFI=.917, AGFI=.907,
NFI=.908, RMR=.051% Uejton /g71d A==
7F BE 0.7014, HoEAE &2 I 0.50140019
ot E3F B A9 gholl o BE FEo| 25T
2 & YEidol S3ndo] gt Hetg s} Qe
RAog FAEQict. o]Hdt ¥ Table 1. 3 gt
B AVE AlF 4ol o2 HME e AR
o 2A veht EERAo] Sl AR YEoH
ol#3t AxH= Table 2. & 2t}

exploratory factor analysis  confirmatory factor analysis
factor eigen %of

Perceived Senice Employes Support (Cronbechis a=738, Construct reliability=762, AVE'=639)

-| felt that the service employee was interested in my opinion.
-| felt that the service employee did not ignore the issue | raised
-| felt that the service employee showed interest in my problem.
-| felt that the service employee would listen to me well

Defensive Silence (Cronbach's =794, Construct reliability=.818, AVE=.669)

-l was worried about how to react, so | didn't express it.
- was reluctant to express myself in fear of hearing bad things.

-l was worried that my position would be embarrassed, so | didn't talk about any related issues.

-l don't talk about getting negative feedback

Acquiescent Silence (Cronbach's @=.728, Construct reliability=.791, AVE=.628)

-l didn't say it because | thought it was useless
-| hated getting involved in related issues, so | was reluctant to talk

-| didn't express it because | thought there would be no possibility of change even if | talked

Relationship Retention Intentions (Cronbach's @=.801, Construct reliability=.846, AVE=.741)

- am willing to maintain a relationship with this store in the future.
- am willing to visit this store in the future.
- am willing to purchase products at this store in the future.

loading  value variance estimate  SE  t-value
I I

7 . 045 1851
‘89 2859 2042 59 044 1725
775 ‘864 047 1838
728 1.000 - -

832 771 043 17.93
771 2477 1769 1016 056 1814
633 915 051 1794
761 1.000 - -

775 877 051 1719
e 1952 1394 902 049 1841
691 1.000 - -

725 1711 12.22 99 057 1629
675 1026 069 1739

% . Average Variance Extracted

Table 2. Correlation Matrix

Perceived : ;
e Savice Defensive Acquiescent R;éﬁggt?zglp
- Errployee Silence Sllence Intentions
Support
Perceived
Service
Employee 799
Support
Defensive _pywx
Silence 57 .818
Acquiescent _ pnwx s
Slerce .63 45 792
Relationship
Retention bh** -.19*% -.62%* .861
Intentions
o : square root of AVE  **: p (.01 * p (.05
42 79| 83
& Aol At A7t 2o AReE B4 At

xX(df=113)=241.732, p=.000, GFI=905, AGFI=.897,
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Table 3. Result of Hypothesis Test

Hypothesis coe?‘?itcri]ent t-value
perceived defensi
_ service  — defensive _ _
M= employee silence 592r* ~7.947
support
perceived
_ service  — acquiescent _ _
-2 employee silence 635%™ -9.788
support
defensive relationship 5
H2-1 SN retention -089 -1.612 Xd(1)=12.43,
intentions
— relationship p<.01

Ho-2 acquiescent

silence -.619" -9.602 H2-3

retention
intentions

** p (.01 *p<.05
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