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Mediating Effect of the Attitude on the Relationship between
Subjective Norms and Voice Intention
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Abstract

The purpose of this stndy was to examine the effect of subjective norms on customers' intention to
engage in voice of dissatisfaction responses, the effect of subjective norms on attitude, and the mediating
effect of attitude on the relationships between subjective norms and customers’ intention to engage in
voice of dissatisfaction responses. The simple regression analysis is used in order to estimate the effects
of subjective norms on customers’ intention to engage in voice of dissatisfaction responses and attitude.
The mediated regression analysis is used in order to estimate the mediating role of aititude of the effect
of subjective norms on customers’ intention to engage In voice of dissatisfaction responses. Results of
the study demonsirated that the inclusion of perceived behavioral control did significandy improve the
predictability of the voice of dissatisfaction response intentions. Furthermore, the mediating analysis
indicated that the influence of subjective norms was mediated by mediator. In the contests of voice
behavior, the effect of subjective norms on intention was mediated by attitude.

Key words : attitnde, subjective norm, dissatisfaction responses, mediated regression analysis, voice
intention, mediating effect.
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ef al. 2004; Cheng ef al. 2005)4] HTE 03}
T HAE GEE]HEA (multiple regression anal-
ysis) & o438t EMEJUTE FHE g B
Fas dxg FAE wifde HEY FTF2
218} ST S(Hansen ef al. 2004; Cheng et al. 2005)
9] @78 T AR HE S (medated regre-
sion analysis)= ©[-&3l] EAES{th

M. EA{Z41}

. EACHAAS| IS AN SZ
a’\mwxlf Z 260% T FH2 412%% 1,
AL 58.80oETE WH TEAAM TE 0B 43.1%
AT hE oA 569%HTE AT SR 2l
2 677%HI, 71E-2 32.3%5ch AF A 194
PThE. 14290377, 20 ~294E 56.2%08.2005, 30~

{Table 1} Respondent's demographic characteristics

Characteristics @)
Gender Male 107 41.2)
Fernale 153( 58.8)
Educaticn Less or high school — 112( 43.1)
College or more 148( 56.9)
Mfarried Single 1760 677
Married (323
Aga Less or 19 yrs 37 14.2)
20~29 yrs 146( 56.2)
30~39 yrs 310 119
4049 yrs 27¢ 10.4)
50 or more yrs 190 7.3
Incomeimonthlyy  Less or 2,000,000 131( 504y
2 ~3 (00,000 T 296
34,000,000 35( 13.5)
45,000,000 100 38
5,000,000 or more 2T
Household size 1 person g 31
2 persons 23( 88
3 persons 55( 212
4 or more persons 174( 65.9)

Total 2600100 )
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{Table 2} Validity and rdiability of constructs

Component

ATT M INT FEC
Volcing 1s useful A7 218 060 101
Volcing 15 disembarrassing, 869 098 138 002
Volcng 15 valuable, it 150 108 025
Volicing is desirable. 824 212 103 189
Volcing 15 COMTNOLN. 781 030 248 038
It is up to me whether or not to voice 108 346 005 786
I can control the action of voicing 006 028 051 T4
For me, volcing 15 easy. 085 122 402 583
Most people think I should voice 059 801 204 212
Miost people expect me to voice 083 786 222 085
Most peoplea would approve volcing, 269 738 194 190
Wost people will vocie 242 681 368 49
I intend to voice, 244 278 854 082
I plan to voice, 162 320 838 042
I would try to voice. 156 358 614 252
Eigervalue 3.835 2.834 2.339 1774
%% of warlance(71.883) 25.569 13,894 15.597 11.824
WA 0.865
Bartlett's Test of Sphericity 2280, 29G4
Reliability 0.855 0218 0700 0.844
AVE 0712 0566 0.602 0.514
Cornposite reliability 0.925 0.839 0.8l 0757

ATT: Attitude, 5N Subjective norm, INT: Intention, FBC: Perceived behavior control, a: Most people who are important
to me, ** p<0.001.
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{Table 3} Respondent’s subjective norm by demographic characteristics
Idean D HE
Gender Ifale 4.937 1.2¢61 1.036
Fernale 4771 1.274
Education Less or high school 4933 1.237 1.084
College or more 4765 1.252
Mfarried Smgle 4736 1.337 2.059%F*
Married 5.057 1.088
Age Less or 19 yrs 4.743 1.300 1.611
2029 wrs 4757 1.344
3039 wrs 4.807 0.935
4049 yrs 4.991 1.230
50 o more yrs 5.500 1.014
Income Lessz or ¥ 2,000,000 4615 1.386 2.856%
¥ 23,000,000 4.558° 1.042
$ 3~4,000,000 50867 1.149
B 4~5,000,000 5.450° 1.383
¥ 5,000,000 or more 5.643" 0876
Household size 1 person 57750 0.824 2323
2 persons 4.424 1.032
3 persons 4773 1.028
4 or more persons 4.874 1.362

* p<0.05, ¥ p<0.001. axb Duncan's rmultiple range test
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{Table 4} Respondent’s attimde by demographic characteristics

Ivlean 5D HF
Gender hale 5125 1.538 1.221
Fernale 4.903 1.372
Education Less or high school 4,946 1.586 456
College or more 5.031 1.331
Ivfarried Smngle 4.928 1413 1.071
Mfarried 5.133 1.505
Age Less or 19 yrs 4.389 1.613 2,169
20~29 yrs 5.034 1.355
30-39 yrs 5.21% 1.37¢
4049 yrs 5.282 1.490
50 or more yrs 5.095 0632
Income Less or ¥ 2,000,000 4.858 1.459 1.339
W 23,000,000 4.974 1.342
W 3~4,000,000 5.38% 1.581
W 45,000,000 5.560 1.115
¥ 5,000,000 or more 5.000 1.789
Householdv size 1 person 5.650 1.347 1457
2 persons 5.261 1.608
3 persons 4727 1.411
4 or more persons 4.995 1.430
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{Table 5) Respondent’s voice intention by demographic characteristics

Idean D HE
Gender Ivfale 5.034 1.293 2.028*
Fernale 4.693 1.365
Education Less or high school 4.920 1.267 0.901
College or mare 4768 1.400
Married Sitigle 4725 1.387 1.884
Married 5.060 1.226
Age Less or 19 yrs 4.658 1.231 3.953%*
20~29 yrs 4655 1417
30~3% yrs 4914 1211
40--49 yrs 5321% 1.225
50 or more yrs 5715 0811
Incorme Less or ¥¢ 2,000,000 4.626"° 1.361 35124+
¥ 23 000,000 4.939% 1.240
¥ 3~4,000,000 5.286% 1.169
¥ 4-5 000,000 5667 1.100
¥ 5,000,000 or more 4.005° 2175
Household size 1 person 5.875 0.853 2426
2 persons 4406 0579
3 persons 4.861 1.161
4 or more persons 4.833 1.434

* p<0.05, ¥ p<0.01. arbrc Duncan's rmultiple range test
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{Table 6} Stepwise multiple regression analysis pre-
dicting voice intention

Standardized regression coefficients

Step 1 Step 2 Step 3
Bubjective nofm Dedader  573#kF (5154
Attitade 0 174%*  Q1ca¥r*
Perceived behavioral

0.130%*
control
E square 0.415 C.440 G454
F. square change 0.025 0014

F 182 884%++ 100 Sed¥++ 70 822 +++

* p<0.05, ** p<0001.

0.168, p<0.001), X& I AZH 5 FA &
Halls Yz vlRle FHE FYSETH §=0.130,
p<0.05).
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{Table 7} Mediated regression analysis predicting voice intention with attitnde as mediator

Equation Path F Beta t Mediation
MM=aX+e EN—ATT=2 52,1344k 0,158 0.410 7. 22yt Achieved
Y=cite EN—=INT=c 182 a4¥+* 0.415 0.664 13.523%+* Achieved
V=c%+blf+e  ATT—INT=H 100 Sad 0.440 0.174 3. 400 Achieved
Y=o X+bi+e  BN—-IIT=' 100 Se4¥+* 0.440 0.573 11.157#+* Partial

¥ Dependent variable, ¥ Independent variable, i Mediator

3N Bubjective norm, ATT: Attitnde, INT: Intention
F+ p<0.001.
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{Table 8} Standardized total effect for voice intention
with attitude as mediator

Path

Effect Py Fia- g ra
Direct effect 0.573

Indirect effect 0.071

Total effect 0644

n=Fa=a,

n¥=Pa+Pa - neFatPa - Pa=DEHE=C+D - 4

r . Relationships among subjective norm (1), attitude (2),
and mtention (3), P : Path coefficients among subjective
norm (1), attitude 2 and intention (3.
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