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Abstract

The influence of dysfunctional customer’s
behavior in the musical theater mediated by
dissatisfaction on consumer’s negative word

of mouth intention and switching intention

: Moderated mediation effect of motivation

<=1 7l (Minjae Son)
74 48ty nhA| ® ¥ (Business Marketing Major)
The Graduate School

Seoul National University

With the increasing interest in the korea’s musical market, musicals are becoming
representative of cultural activities, elevating their status. As a result, various audience groups
are entering in to the musical market, but along with this trend, consumer complaints are also on
the rise. However, there have not been many prior studies on the influence of dysfunctional
customers in musical theaters. Hence, this study aimed to examine how dysfunctional customer
affects to negative word-of-mouth intentions and switch intention, which is expected to be
mediated by dissatisfaction. Furthermore, it was anticipated that this effect would vary
depending on the audience's motivation for attending the musical.

To verify these hypotheses, three main motives for attending musicals were
manipulated in scenarios, and the study investigated how dissatisfaction resulting from
misconduct influences these motives. According to the experimental results, dysfunctional
customer had a significant impact on negative word-of-mouth intentions, which were mediated
by dissatisfaction. Moreover, this effect was found to be moderated by the audience's intention
for attending the musical. However, no significant effect on intention to switch was observed.

The significance of this study lies in the understanding that consumers' levels and
factors of dissatisfaction vary depending on their motives for attending the musical, influencing
negative word-of-mouth intentions but not intention to switch. As a starting point, this research
can contribute to further studies that can promote the activation of musical performances and

lead the way for proper cultural development.

Keywords : (Musical, Motivation, Dysfunctional Customer, Dissatisfaction, Negative
word-of-mouth, Switching intention)
Student Number : 2021-21672
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