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Abstract Consumer expectation is divided into rational and emotional components with regard to the experience of
products or services. The purpose of this study is to investigate the relationship between these two types of
expectations and consumer satisfaction. For the theoretical framework, we use the dual expectation theory with respect
to the should-expectation and will-expectation, and verify their effects on consumer satisfaction. The findings of this
study imply that under rational expectation, consumer satisfaction increases when the result of their experience
exceeds their expectation and the impact is stronger when the will-expectation is satisfied. Under emotional
expectation, consumer satisfaction increases when the should-expectation exceeds the result of the actual performance,
but decreases when there is disaccord between the will-expectation and performance. For emotional-based expectation,
the impact on consumer satisfaction is stronger for should-expectancy disconfirmation than for will-expectancy

disconfirmation.
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1. M2 Folu Azl tisiA 37he w), «<rlR FAol
Fokeh, “7ldEnt 7HA7F g A 2, «7|oiEe 4
AHRE 2 7]910] Qb AQl AQ), ol 2EAL o] Zhrk o o] ARAA ) ulb] A, 4 1w
3ol At G A, H FF 5] At ZFxo tiajA Hrslt gk uheba] ARk 7))
Fa8) A= A E97] SollA Anla W] Fad = g oie] F2, 7)) o] 749} o] X7k FA
< O P4 gk &R ] dis) aFe FolE 3 AR w o e vE 5 3}5 olo & 74ZEE 1 9
o] 9l=dl, Churchill & Suprenant [1, p491] = &HIA o} [3,14]. whehr] An|abe] 9 5238 =0]7] $]8)A]
S el AR AE e AR EstA " 719 Aabe] Al Folut HH] o W An|zke] 7
&3l Fo Ay agar gl 2] el BEe f£2S gerow BEd davt Yk
WS, ub e, 2P BAlE FHmS e T ol AElA s BE AEH HAATES 267
Fo At QAT F ol 2 om Aejetal oAl Tse o] AFAA Z)oel] 3k wAE Q91 Tea 7]e}
& Wilton [2] & &R} ©EE2 AR Z]0iek Al ol 2 4230 Ao gislA] Aa] g} [1,15-18]. L&)
Abole] Q1A Aol tigh An|Ate] WHE-E HrkelE 31 MPATELS AR 7|HE X9l 214
Fgolgt Aofatal vk 71de] Aol Anlzell W (cognitive factors) 5 AIE S AW 29 7px|o] gt
3 AnAte SR B AHATE E Aol 0 o4 A digk sdiek [1,19], &AM 7]E
™, o] A3 BlelA At ol & Ble] 7ol (affective factors) 53} o] o] HTHE 7HA AbEle] o
Feol= sAAR] = WA v 3] 7IHELS g v|g R RIS Ak [20-22]. BEEF AR 7)Y
HHE o] oA oEehE Aol oM AR AL = #alsls Zlo] Fasit= <o) FakElw A, 7))
Mg A A o B2 Ho] LA ujitel & AlEsste] 84 7]t (should expectation) £} o
(3], &M’ 3 I Al A wl- SAAJA A AF 7)) (will expectation) & FESLAL o] S| FTFS
How thEojA|aL glrh A= 25S Wl AgEe] WH ATt [23-24]. 5}
aAp gkl mA= YA PRI RZE AlE Ak o}H A A J1dig dAaF 7)ge] o] 27 =
ot} Aulzef oisk APIA 7|t (expectation), S1A]E A9 A Blol| AR} AEolu} Mujx~ AE o] uk
7FAl (perceived value) “L2]3L 1A|¥ F4 (perceived £S5 UFe dAFE 1253 Aoy [23-24], o3¢l
quality) 2 2 4= 9Th [2-5] A A2 AR s} 2849 BES 3 O AT A9 §idh w
9 e HEgAl tig o] HAFRl Adow g B A= st AbAA J|UE A 79}
gole 4= 9t [6], AAE FHo] 1A el HHE oA JY) aelal o9 thA Z:”éﬂ} oS 7lHke
IS AT ol d77F AT [7-9]. JIAE 7 2 BEsle] AnA; v wx= AskS Atslazt
= AlEE MU A2AE o] QA seat Y 2 g
of #q o= Ao 4= l=dl [10, p.527], AAH 3
e Al E S Aule) A BelA A4, AH| 2=
&£A4 281 7l A 5o 2FoE FAEHY, JIAH 2. 0|2 H|A U 7}A
s 7H, A5 v, &0 AR, FE A, 58 2
A4, A9le A7 & EeTh webs Q1A Aol 21 28X - ol dH 7|tHEYUX|
AAE &8 ] S, IAE HAE ok 5 9l e o] AEo|L} |20 that Au] b
o Znjzke] Wk ER Fobd 4= Qlnh [5,11-13]. v AbdA 27} gkl Jeke m|Rtks A Ao A A2
Aoz AlFolut Aulzel tighk anjake] ARdA ZIt o) [17,25]. ARBAFEE An)re] Y]l Agke w]x|
Al A9 whSel| GFE MR AL, R ]St & = 90159 At g, Ao A 2] ALE A
A} RES o Abelolls S8 AREATE AT [3-4]. &, Fate] ofn] A, ERele] o]& 1A, 744, ¥} oA
o714 FEafok & AL, anjake] Vit FAI 7F gela Bu 5 goksl 99150 9ES nXE oz
Aol = G mRhE Motk Avbd o 7k A wre A [13,15,16,18,26].
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Boulding et al. [23] 2 AB]%}2] 7|HE 4 7]
o} o AF] T2 T AL olsol Anls F43 3§
T o] A= 9SS A5, Kalamas et al.
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Yol wgEs A (v) o AE M A

ojr}.

A Folf Mu]zel gt &nH|Rle] HAA 7] oA
o] g% 7lte} & Wgo R An|A} W ks |
A Ao ot A TdE AFE F2 AH]2
ARE Atell w2 An|ARe] 74 el gk Z]dieh A
A AFolv Mul~E Agsta =74 HE e
zpo| & Wk 7S AT} [20,29,30]. MRS Al
S A zel gk 744 ZloR A ARE F P
sk 744 et FAARA A v o] Yol Al
et [30]. AFoIV Au2 ARS- Aol djg 7-ge] 7
A 7UEY SRALFE, F $4H aEdA] A
It 55 W 0] wobd AolH, o) 1 7]
e} oA 717} vhel] WX FEkel] FdatA A
4 Aolg}t ot

JHd 3. g S slvkoz Y E A ZlgEdA]
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ojr}.
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Al AAETE AnAEEe] ¥ FastA A4er] wEol
t}. Kalamas et al. [24] 9] A+ AIoA = 9F-291 4
Beol YRARI Are] - HA ZIdET oA 7
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vAe Qo] o Atkar & & vk ¥ =7e
WL ALl ZEA| el 71kE ol FAET] wjizoel,
48 ARE T3 dEE Aol FAEHE FEdt 7
] W 7Hx] el whe} o] = A= wojof ghrar AzhE
Aol A= Aol v L83t Kalamas et al. [24]
o] AF-AH AL 7= A% 7R} A 7]
o v & dFE v o, 7|Ee] ARG A7
M A Fiel tiaid AnakeS S o A4
FAE st Al Aol dvkal Fgsta vt [34]. w
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UEFAEA SAT F dojol AT 7S AT
A, A AF AFHE AAF 5 Qi) b 54
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I
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tlo

4. A7 A3t

2 A7} AFsud st e sl 24 49

o) ohd It wHOIA Mt 9] W, 2t

2 (01733 vs. A, A vs. oA A) o] AR
[e]

4
ol 7|t EUA Pz AE SHS W B2} 9

14 A%l A Moot @
SEEREIE

o

20 7dEd

#gl0] 4749] A
_]

=
S fﬁ.“lﬂ” X“ﬁ
o] -4

Q1A

A7ke R 06 o149 318 Fsd g ug) o

e wEsel 1

olt}. A 248 95t &

#HA 4L 95+ Cronbach’s Alpha 34 /}}%3}9}\3
7)

woll, ZH7te] ZidiEd Ao 8l

A5 A&

o=
7h AHR Wl WX = &9E S EAS ]
stk &, FEHSTE AR v o] £3e]
3.649, Explained Variance = 91.2%,

}\]"Q_O]')\AJ-* =HHASEREE

(Eigen Value

Cronbach’s Alpha = 0.9) &

oS Ve s FAH A VdEdA, oS
dA], e 7o ?

o 744 7))
1

E3 ge

B AT E 7dEdAE & = wo R FAYE o7 JgE e
Ao} iRz Aofsta glor g, T FHel tistel A g 7r8e |RAA 2L Ve R g4 o
Al el ek AN Aol ZIHd SAAE A A J|EUR), 42 298 An AEE FHE &
ato] o] gl SHoA 9 A/ A TIHELA, Qe AEEI T B4 AnE 118-9] < Table 2 >0
A SdolA ] A/ A4 Zd=dAE 44 A Yehg 9l
=3tk
Table 1. Reliability and validity test
Components
Factor 1: Factor 2: Factor 3: Factor 4:
Emotional Should Emotional Will Rational Will Rational Should
Expectation Expectation Expectation Expectation
Disconfirmation Disconfirmation Disconfirmation Disconfirmation
E SEDI1 828 167 -.010 .023
E_SED2 .833 .057 .061 154
E SED3 .856 .056 117 .098
E_SED4 .849 .100 .055 .100
E_SEDS5 .894 114 .021 .088
E SED6 .873 .063 .042 111
E_WEDI .057 .800 .085 -.055
E WED2 .101 749 .105 -.070
E WED3 .071 .863 -.059 -011
E_WED4 .073 848 -.065 .013
E_WEDS5 .062 .893 -.019 -.002
E WED6 .148 784 -.046 .063
R_SEDI 184 -.044 397 597
R_SED2 237 -.088 .366 .589
R SED3 110 .029 -.109 .822
R_WEDI1 .100 -.010 853 .008
R WED2 .081 .012 .860 -.006
R WED3 -.043 .025 .565 217
Eigen Value 4.564 4.149 2.141 1.502
Explained Variance 25.3% 23.1% 11.9% 8.3%
Cronbach’s Alpha 0.9 0.9 0.7 0.6
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Table 2. Results of hypotheses test

Variables B Standardized Error Standardized Beta t-Value p-Value
Constant -2.580 .037 -69.584 p < .001
Rational Should Expectation Disconfirmation 0.167 037 0.223 4.494 p <.001
Rational Will Expectation Disconfirmation 0.179 .037 0.240 4.832 p < .001
Emotional Should Expectation Disconfirmation 0.287 037 0.384 7.719 p < .001
Emotional Will Expectation Disconfirmation -0.189 037 -0.253 -5.083 p < .001

ANOVA F94,276) = 32.241, p < 0.001

R2 0.318

74 A% A3, Rational Should Expectation
Disconfirmation®}  Rational Will Expectation
Disconfirmation®] 7-9- 7}el|A] o g3t 2, vk
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