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The Role of Need for Consistency in Communicator’s Attitude
Change after Engaging in Word-of-Mouth Transmission:
The Moderating Effects of Satisfaction Attribution and
Referral Reward

Kikyoung Park - Gangseog Ryu

ABSTRACT

Word-of-mouth(WOM) has long been known to play important and various roles in the
marketing and consumption process, and it started gaining more popularity among firms and
scholars due to the recent emergences of new technologies like social network services. Although
a substantial amount of knowledge has been accumulated regarding antecedents and consequences
of WOM, we know much less about its impact on the communicator herself. It appears quite
apparent to predict that it will affect her own attitudes or feelings about the product if a
customer talks about her opinions or experiences of a product. Psychologists have already
demonstrated these possibilities through public commitment effect - communicating one’s
attitude in a verbal or written format makes it more extreme - and emotional recovery effect -
expressing one's emotions about negative experiences lessens negative feelings. In the marketing
literature, Garnefeld, Helm, and Eggert(2011) show that the positive effect of WOM transmission
behavior and the communicators brand loyalty is stronger for consumers with a low level of
product knowledge, and Park and Ryu(2011) find that the emotional recovery effect of WOM
varies by the motives of WOM. Understanding the effects of WOM participation on communicators
also provides significant implications for the firms that pay attention to Customer Lifetime Value
and Customer Relationship Management, which emphasizes the value of existing customers as
well as new customers. In this research, the authors examine the roles that consumers’ need for

Kikyoung Park / Postdoctoral Researcher, BK21+, Department of Business Administration, Chosun University
Gangseog Ryu / Professor of Marketing, Korea University Business School, Corresponding Author
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consistency and attribution of satisfaction(i.e., locus of control) play in determining the relationship
between WOM transmission and own attitude change, and study both traditional natural WOM
and new rewarded WOM - a reward is offered in exchange for referral.

Need for consistency is one of the most basic human motives: People desire to pursue a
balance among their cognitive, affective, and behavioral responses. Individuals with a high level
of need for consistency place greater weights not only on consistency but also justifiability of
their and others responses. This tendency becomes stronger in public. In contrast, individuals
with a low level of need for consistency consider self-enhancement motives more important.
Among the three dimensions of Weiner's(2000) attributional causes, the authors suggest that
locus of control - whether company-related causes or customer-related causes - be closely
associated with the different motives which individuals emphasize. That is, company-related
causes of satisfaction will be perceived to be more legitimate and valid, and thus will provide
easier justifications for one's responses. On the contrary, customer-related causes are likely to
be perceived to be more subjective and self-serving, and will be harder to justify the responses.
Therefore, Hypothesis 1 posits that consumers high in need for consistency will show a more
favorable attitude toward service after they engage in WOM transmissioner about their satisfying
experiences attributable to company-related causes(vs. no WOM), whereas they will show no
difference in the customer-related attribution condition. On the other hand, individuals low in
need for consistency will formulate a more favorable attitude toward service after engaging in
WOM transmission about their consumption experiences attributable to customer-related causes
(vs. no WOM), whereas they will show no difference in the company-related attribution condition.
Hypothesis 2 compares the impact of rewarded WOM with that of natural WOM. Since referral
rewards will work as an additional extrinsic motive or elicit situational attributions for WOM,
consumers will perceive it to be less legitimate and justifiable engaging in rewarded WOM
behavior. This condition will be relevant only to consumers high in need for consistency, and
their attitude will be become less favorable after WOM in the rewarded WOM compared to the
natural WOM condition when they make company-related attributions for satisfaction.

The authors conducted an experiment with 2(need for consistency: high vs. low) x 2(satisfaction
attribution: company-related vs. customer-related) x 3(WOM type: natural WOM vs. rewarded
WOM vs. no WOM) between-subjects design. The main dependent variable was communicator’s
attitude toward service, and general emotion that the communicator experienced during WOM
transmission was also measured for exploratory analysis. 293 college students participated in
the experiment, and they were randomly assigned to one of the 12 conditions. Planned-contrasts
were performed to test the hypotheses. As to Hypothesis 1, participants high in need for consistency
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showed a more favorable attitude when they had engaged in WOM about company-attributed
satisfaction(vs. no WOM) (3.75natual woM VS. 2.53m0 won: F(1, 281) = 8.82, p ¢ .01), whereas
engaging in WOM did not have any influence in the customer-attributed satisfaction condition
(3.06matural won VS. 2.64m won: F(1, 281) = 1.03, p » .30). On the other hand, participants low
in need for consistency showed a more favorable attitude when they had engaged in WOM about
customer-attributed satisfaction(vs. no WOM) (3.68atura1 wom V. 2.915 won: F(1, 281) = 4.23,
p € .05), whereas engaging in WOM had no effect in the company-attributed satisfaction condition
(3.40natural wom Vs. 3.61nwon: F(1, 281) = .25, p > .60). As for Hypothesis 2, participants high
in need for consistency showed a less favorable attitude when they had engaged in rewarded
WOM about company-attributed satisfaction(vs. natural WOM) (3.75natural worM VS. 2.82rewarded
won> F(1, 281) = 5.40, p { .05), whereas there was no difference in the responses among other
conditions(high in need for consistency - customer-attributed satisfaction: 3.06patual wor VS.
2 .64 ewarded won, F(1, 281) = .97, p > .30: low in need for consistency - company-attributed
satisfaction: 3.40natural won VS. 3.46rewarded wort: F(1, 281) = .02, p ) .85: low in need for consistency
- customer-attributed satisfaction: 3.68patural won V8. 3.52rewardea wons F(1, 281) = .17, p ) .65).
In addition, the result of emotion showed a similar pattern to that of attitude. In conclusion,
the research findings make significant contributions to the literature by extending the public
commitment effect to WOM domains with new moderators and by introducing indirect effects of
attributions, and also offer insights to firms for their WOM strategy.

Key words: word-of-mouth, need for consistency, satisfaction attribution, rewarded WOM,
attitude change

46 AH|RFEIAT H273 M3 20164 6




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


