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Abstract

Purpose - Many studies show that dissatisfied customers are silent rather than expressing complaints directly to firms.
Although silent voices are pervasive in service failure, they have received little attention from researchers. Silence implies a
multidimensional nature, not just the opposite of voice. This study focuses on two types of silent students in higher
education: acquiescent silence and defensive silence. This study also proposes cognitive trust and affective trust as
variables affecting student silence. The objective of this study is to analyse the effects of trust types on student silence and
exit intention.

Research design, data, and methodology - To test the proposed model, this study conducted a survey with undergraduate
students who selected silence in a dissatisfied relationship with a professor. Respondents were asked to respond to the
questionnaire, recalling the dissatisfaction at that time. A total of 300 students was surveyed from whom 275 completed
questionnaires was obtained. The structural equation model analysis was used for the hypothesis test.

Results - First, cognitive trust was negatively related to acquiescent and defensive silence. Second, affective trust was
negatively related to acquiescent and defensive silence. Third, cognitive trust was negatively exit intention, but affective trust
didn’t significantly reduce exit intention. Forth, acquiescent silence was positively related to exit intention, but defensive
silence didn't have a significant positive impact on exit intention. Thus, a key result of this analysis was that acquiescent
silence enhances exit intention.

Conclusions - The findings of the study provide a better understanding of the types of silence, and the role of trust, thus
furthering the implication of student reactions to dissatisfaction. In particular, this study is meaningful in that it confirms the
value of student silence in the context of complaint management. Acquiescent silence should be more importantly managed
because it has stronger negative motive than defensive silence. Acquiescent silence is reduced through various
channels(mail, telephone, counseling) that can express complaints. Cognitive trust and affective trust are a essential factors
in reducing silence. Also, in explaining exit intention, cognitive trust plays a more important role than affective trust.
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Table 1: Confirmatory Factor Analysis
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Variables Item Loadings t value Alpha CR
Cognitive Trust1 0.636 11.432
» Cognitive Trust2 0.829 16.513
Cognitive Trust 0.856 0.861
ognitive Trus Cognitive Trust3 0.833 16.632
Cognitive Trust4 0.809 15.911
Affective Trust1 0.811 16.110
Affective Trust2 0.925 19.996
Affective Trust 0.929 0.928
eciive Trus Affective Trust3 0.865 17.822
Affective Trust4 0.892 18.773
Acquiescent Silence1 0.875 18.004
) ) Acquiescent Silence2 0.852 17.256
A t Sil 0.915 0.916
cquiescent Sience Acquiescent Silence3 0.79% 15532
Acquiescent Silence4 0.897 18.754
Defensive Silence1 0.877 18.236
Defensive Silence2 0.946 20.746
Defensive Sil 0.930 0.933
elensive tience Defensive Silence3 0.886 18.521
Defensive Silence4 0.814 16.198
Exit Intention1 0.828 15.636
Exit Intenti 0.901 0.911
it Intention Exit Intention2 0.995 20.195
¥x2=312.103, df=125, p=0.00, GFI=0.892, CFI=0.982, NFI=0.971, IFI=0.982
Table 2: Correlation Matrix
Construct Cognitive Trust Affective Trust Acquiescent Silence Defensive Silence Exit Intention
Cognitive Trust 1
.82
Affective Trust (g g 12) 1
-0.528 -0.505
Acquiescent Silence (0.046) (0.046) 1
-0.441 -0.442 0.646
Defensive Sil 1
elensive Sfience (0.052) (0.051) (0.037)
Exit Intention -0.589 -0.554 0.462 0.373 1
(0.042) (0.042) (0.050) (0.054)
(' ): Standard Error
g2 HHEErEdd 242 Qs 78S ¢l d2A=7t & H 19 QXA MElz HEH HS(Z2A+$=-0434,
AsiChe THEE 7| USHERIQ| OIRE ZESICL 5 95% Al t=-3.844)0 WOIX HS(H2AH$=0.296, t=2477)0] O F
EZ[FOM (® £ 2SE)7t 10| OfL|™ THHEMEEO| ATt & g2 OX|l= HoE LIERGCE H 29| FMN M2z HEX
£ AO|Ct <Table 2> 20| ZE H7F BAOM BEQA} HE(EEA=-0249, t=2346)0t HWOH HS(F=2A=+
£ FHISHY oEA+E CHSH7ALE #i® 10| OfL|2 = FHHE} =-0.285, t=-2.535)0| £2| F&Z O|X|= A= ZQIL|RACE
Ct
o

N
n
N
nx
oY
o[

Rl
In} OF
© =7
839HI
H":-/ nre
@

b
L O

I

s
o} 2 et7o)i

$Q Mo
Bl

my ro g
nHmn

- 22

T HE
-

spolEl 7

g0| EE Aoz HESIAC

ot7| Slof #=

KgR|

=
525 21

WA ZHEME A
X?=601.340(df=127,
FI=0.898, CFI=0.890, IFI=0.891, NFI=0.8902& O]

IHEESE St A2 HluX ErSictn o

l= <Table 3>2f

ohH H 32| QIX|A ME|= O|EQ|xzo £o| 22 O[X|= A
O2 LIEPGK|ZHZ R A|4==-0.441, t=-3.915) "AME AlZ|= 0]
2olzof |olpt FEE O|XX| $OF 7|ZE|JUCHEEAH
=-0.197, t=-1.891). 12|10 H 49| HEX X222 O|Eo|z 0|
gol FE2 0Kl AHeER  LIEFRX|ZHEEA=0.179,
t=3.077) &oi& AF2 0|90 Folzt FZZ2 OX|X| ¢
= Aoz ZOIZ|QCHAZA|4==0.037, t=0.679).




64 Hyun-Jin CHO / International Journal of Industrial Distribution & Business 10-5 (2019) 59-66

Table 3: Hypothesis Test Results

Hypothesis Path Coefficient t-value Result

H 1-1 Cognitive Trust — Acquiescent Silence -0.434 -3.844 Supported

H 1-2 Cognitive Trust — Defensive Silence -0.296 -2.477 Supported

H 2-1 Affective Trust — Acquiescent Silence -0.249 -2.346 Supported

H 2-2 Affective Trust — Defensive Silence -0.285 -2.535 Supported

H 31 Cognitive Trust — Exit Intention -0.441 -3.915 Supported

H 3-2 Affective Trust — Exit Intention -0.197 -1.891 Rejected

H 41 Acquiescent Silence — Exit Intention 0.179 3.077 Supported

H 4-2 Defensive Silence — Exit Intention 0.037 0.679 Rejected
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