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The role of meta-perceptions in customer complaining behavior
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4.2 Limitations and divections for future research

A potential limitation of this study is that the data were collected using
hypothetical scenarios. Although this method has been widely applied
and the scenarios employed were refined through pre-tests, the scenarios
may not capture the richness of an actual service encounter. Future
research could use an experience-based sampling method to better depict
customers’ real experiences in handling service failures. Future research
could utilize objective situational indicators, such as videotape of
negative service incidents or a third-party observer technique, to reveal
more precise distinctions between positive and negative meta-perceptions.
Finally, this study was limited to two service failure contexts: cable TV
connection and restaurant booking. Replications and extensions to other
types of services are needed to generalize our findings.
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