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Generating positive word-of-mouth in the service experience
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Limitations and future research

The cross sectional design of this study served to assist in understanding the impact of
relationship benefits on service and relationship quality, and ultimately the impact of
quality on WOM behavior. We acknowledge that the nature of these constructs and
their relationships may be dynamic and thus studying how WOM develops over time
would make an important contribution to theory. Our study is limited to the
investigated constructs for parsimony and we encourage researchers to investigate the
effect of other constructs on WOM behavior. Another future direction for research
would be to examine service level differences in word-of-mouth behavior. In the present
study we examined our research hypotheses across nine different service industries;
however, we do not specially examine differences in word-of-mouth between service
types. Future research could similarly examine moderation effects on the relationship
between key constructs and in particular WOM behavior. The effect of customer
demographics such as age, gender, and income, relationship characteristics such as
duration, frequency of contact, and service type effects, novice versus experienced
customers (e.g. Dagger and Sweeney, 2007) would be a worthwhile avenue for research.
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