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ABSTRACT

There are continuous technological advancements, and home appliance manufacturess have developed
innovative products that make customer's life effortless. However, after-sale service failures remain
challenging for firms, as they are integral to serving customers. This study investigates how different after-
sale service failures affect customer behaviour, focusing on the home appliance industry, The study uses a
mixed-methods approach, combining quantitative and qualitative data to understand the issue
comprehensively. A questionnaire was prepared based on literature reviews, customer reviews, and
experiences with after-sale services of home appliance companies. Data was collected from customers who
experienced after-sale service failures and their subsequent behaviour, The study found seven major after-
sale service failures that significantly impact customer behaviour, with unreasonable charges and policy
clarity issues being the most significant,

The findings indicate that different types of service failures elicit different reactions, highlighting the need
for businesses to understand the impact of their after-sale service failures. The study also discussed various
service theories and models related to failures and behaviours, such as the Expectancy Disconfirmation
Paradigm, Justice Theory, and Attribution Theory. The present study is one of the few empirical studies
examining the links between service failures and actual behaviours in consumer durable afier-sale service
failures. It provides valuable insights into how businesses can improve their after-sale service and retain their
customers, as after-sale service is an essential component of customer behavioural outcomes.

Keywords: After-sale services failures, customer behaviours, home appliances, negative word of mouth,
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