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Abstract It is widely known that consumer satisfaction, as well as consumer voice and loyalty, affect firms’
performance. Prior studies on consumer satisfaction have focused on expectancy disconfirmation theory and its effects
on satisfaction related to disconfirmation with consumer expectation and with perceived performance. This study
classified consumer expectation into should-expectation and will-expectation, and investigated how disconfirmation
with these expectations affects consumer satisfaction differently based on regulatory focus. Specifically, for
promotion-focused consumers, disconfirmation of will-expectation has a more significant influence on consumer
satisfaction than that of should-expectation. For prevention-focused consumers, disconfirmation of should-expectation
has a more significant influence on consumer satisfaction. The results of this study provide academic insights that
not only generic expectation (will-expectation) but also should-expectation play an important role in determining
consumer satisfaction according to regulatory focus. In addition, it is expected that the findings can be used as a guide
to manage consumer expectation in practice.
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0.743
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0.051

0.115
0.104
-0.134
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0.774
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3.060
0.777

Validity and reliability of regulatory focus

variable

Table 1.
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Expectation
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Fig. 2. Results of research model

Table 2. Validity and reliability of regulatory focus

variable
Promotion | Prevention
Full Focus Focus
(n=130) (n=153)
143.020 63.842 71.414
ANOVA: F-value (p-value) (p<0.01) <0.01) (p<0.01)
R-Square 0.505 0.499 0.508
b 2.428 2.436 2.425
Constant t-value 83.323 58.110 59.474
(p-value) (p<0.01) (p<0.01) (p<0.01)
Should b 0.219 0.197 0.249
oue Beta 0.362 0323 0418
Expectation
. . t-value 7.474 4.732 5.898
Disconfirmation
(p-value) (p<0.01) (p<0.01) (p<0.01)
will b 0.247 0.272 0.209
- Beta 0.458 0.515 0.381
Expectation
. . t-value 9.449 7.543 5.383
Disconfirmation
(p-value) (p<0.01) (p<0.01) (p<0.01)
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