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The Effects of Negative Emotions on Avoidance Behavior

in Servicescape

Han, Hee-Young

Department of Business Administration

Graduate School of Pukyong National University

Abstract

This study examined negative emotions caused by servicescape and explored
their influences on customer’s avoidance behavior. Foer the purpose of this
study, first, the author classified dimensions of servicescape(physical and social
environment) and investigated what dimensions of negative “emotions which
customers feel in servicescape were composed through the exploratory study.
From the study, three dimensions of negative emotions such as stifling, anger,
and aversion in servicescape were revealed.

Based on' exploratory study, second, the author established research model
regarding the influential relationship between department. store’s' servicescape,
negative emotions and-customer’s avoidance behavior. Through' the theoretical
literature, the research model was established for .this purpose and three
hypothesis from the model were.formulated:

For the sample of the-research, an intereept survey near the department
store was accomplished. After deleting invalid responses, 344 questionnaire
were used for the statistical analysis.

The results showed that dimensions of servicescape had relatively different
influences on negative emotions. And, there were differences in behavioral
responses which were influenced by the type of negative emotions.

More specifically, of the three-dimensions in the physical environment,
design factor had no significant impact on any other negative emotions.
However, ambient and facility factors had influences positively on the stifling
and anger emotions, And, of the two-dimensions in the social environment,
employee and other customer factors had influences on stifling, anger, and

aversion emotions. In addition, there was empirical support for a positive
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relation between stifling emotion and exploration avoidance, anger and search
avoidance, as well as aversion and communication avoidance.

In conclusion, this study provided the first real insight into the
understanding of customer’s avoidance behavior with empirical results and
emphasized that a company cares for environmental elements which stimulated

negative emotions in servicescape.

Key words : servicescape, negative emotion, avoidance behavior
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