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Abstract: The purpose of this paper is to determine the degree of the expectation-disconfirmation of the
employees of the South African Police Service (SAPS) towards the Employment Assistance Services (EAS) from
which strategies should be developed and implemented to address the issues regarding the employees’
perceptions, expectations and experiences regarding the EAS. This article expands on the expectation
disconfirmation model identified in previous research. All available employees were included in the study (N = 37
816), therefore no sampling strategy was used. The Employee Assistance Services professionals administered
the survey instrument. The results of the study indicated that the employees of the SAPS experienced a negative
disconfirmation regarding the EAS physical factors
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1. INTRODUCTION
1.1 Background

In South Africa, change, crises and trauma management at work are important health-
promotion interventions (Bergh 2011:314). South African Police Service (SAPS)
employees need Employee Assistance Services (EAS), as they are confronted with
more situations that discourage and create mental, emotional and spiritual burdens
than anyone else (Jacobson & Attridge 2010:1). Therefore, a manager of an
organisation has an influence in a working environment and has a responsibility on
how employees perceive organisational proceedings such as Employee Assistance
Services (Bergh 2011:208). EAS were delivered to employees by several professionals,
namely psychologists, social workers and chaplains.

1.2 Trends in literature

At a theoretical level, expectations and (dis)satisfaction remain contentious issues
among marketing researchers. Hossain and Quaddus (2012:447) argued that
expectations still need formulation. However, they agree with Spreng, MacKenzie and
Olshavsky (1996) that expectation can be characterised as a central construct of

consumer satisfaction as a baseline to measure confirmation. Hossain and Quaddus
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(2012:447) further cite that disconfirmation can be defined as the perceived
performance of the service based on a customer’s initial expectation. This is
determined by the extent to which the customer’s expectation is confirmed. In the
literature, a lot of the focus is on service satisfaction, especially in the field of client
satisfaction. In this research, though the term service satisfaction was applied, and the
focus was on satisfaction in a different context, i.e. employee satisfaction, within a
working environment that requires a certain type of service and from a more
psychological viewpoint. In this study, the focus was furthermore narrowed down to
services in the SAPS. The Expectation Disconfirmation model, based on studies by
Santos and Boote (2003:144) and Fearon and Philip (2008:484), depicts the hierarchy
of expectations related to the disconfirmation theory. Furthermore, the foundation of
this model speculates that the actual performance of a product or service compared to
that of what is expected by the users determines the level of satisfaction or
dissatisfaction experienced — thus showing whether disconfirmation is experienced by

the service users.

Ensuring and measuring quality of care is a particularly difficult challenge in today’s
changing healthcare environment (Chou, Chen, Woodard & Yen 2005:76).
Disconfirmation of expectations influences a person’s judgment and evaluation of a
service or product (Oliver 2010:181). Although consumer satisfaction is an important
topic for management and academic research, no research has been done on the
satisfaction of a service in the workplace (Spreng & Chiou 2002:829; Yi & La 2003:20).
Satisfaction can be viewed as the perceived degree in which a service or product
exceeds, meets or falls short of an employee’s expectations (Oliver & Bearden
1985:235; Venkatesh & Goyal, 2010:299). Therefore, disconfirmation may affect any
future service and loyalty to the workplace. In a study by Grobler and Joubert
(2012:162) regarding the expectations, perceptions and experience of EAS in the
SAPS, it was found that employees of the SAPS have a high expectation of the EAS,
and therefore there is a need for such employee services. However, the employees’

perception of the EAS is low compared to their expectations.

The research data, on which this article is based, was gathered by means of a cross-
sectional survey. The primary purpose of this survey was to attain information related
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to the expectations, perceptions and experiences of SAPS employees who made
use of the EAS offered. The purpose of this article is thus to expand on the
Expectation Disconfirmation model based on previous literature and to generate

recommendations regarding the model.
2. PURPOSE OF THE STUDY

Management of the SAPS requested an evaluation regarding the expectations,
perceptions and experiences of employees employed at the SAPS with regard to the
EAS. A questionnaire was initially developed to explore the employees’ expectations,
perceptions and experience of the EAS. This purpose of this article, however, is to
enhance on the expectation disconfirmation model based on the theory investigation
by Grobler and Joubert (2012:163).

3. LITERATURE REVIEW
3.1 Customer satisfaction

For years, customer satisfaction (CS) has been one of the most compelling issues
among academics and business (Youjae & Suna 2003:20). The expectation
disconfirmation model remains controversial among marketing scholars. The
Expectation-Disconfirmation model posits that product performance is compared to
pre-use expectations, and this comparison process determines disconfirmation
(Spreng & Chiou 2002:829). Under present economic systems, people are either
service providers or recipients; therefore, everyone is closely affected by service
industries (Chen & Ting 2002:838). Satisfied customers are likely to continue their
relationship with the firm, and they are less costly to approach than new customers
(Peters, Koelemeijer & Roest 1994:17).

3.2 Definition

Disconfirmation can be defined as “the consumer’s subjective judgements resulting
from comparing their expectations and their perceptions of performance received”
(McKinney, Yoon & Fatemeh 2002:299; Fearon & Philip 2008:485). Oliver (1980:460)
as cited in Niedrich, Kiryanova and Black (2005:49) further states that consumers
compare their perceptions of actual service performance against some standard of
performance — called a disconfirmation. Szymanski and Henard (2001:17) concluded
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that disconfirmation is one of the most strongly related precursors of customer
satisfaction.

3.3 Expectations of consumers (employees)

Figure 1 displays Fearon and Philip’s (2008:484) premise on the hierarchy of
expectations related to disconfirmation. The hierarchy ranges from the highest level,
being ‘ideal’ expectation to the lowest level being ‘worst imaginable’. The highest
level on the hierarchy determines the consumer’s anticipation of the service quality
to be obtained when making use of a product or service. The next level on the
hierarchy, 'should be’, is probably the most difficult expectation to obtain in practice
as it underlines what a service should offer as opposed to what will be offered. In

addition, this level is influenced by the external or market environment.

FIGURE 1: HIERARCHY OF EXPECTATIONS

Ideal A Pasitive
disconfirmation

MNormative (should be)

Dresired (want to happen)

Predicted {will)

Zone of
tolerance
Minimum tolerable (adequate) 1
Intolerable
Megative
r oy H 4 . - .
Worst Ll'n:lgu'l:ll'r]i. disconfirmation

Source: Santos & Boote (2003:144); Fearon & Philip (2008:484)

Thereafter, the desired or ‘want to happen’ level is a combination of two aspects, i.e.
what a user believes ‘can be’ and what ‘should be’ expected with a given set of
resources. The next level, the predicted or ‘will-be’ level refers to the expectations
attained from past performance of the product or service, and are thus expected to

be “realistic” predictions of expected outcomes (Fearon & Philip 2008:484). The zone
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of tolerance is where expectations are satisfied, that is, where outcomes match
expectations (Szymanski & Henard 2001:17).

The lower levels of expectation, being minimum tolerable standards and intolerable
standards, are typically associated with disconfirmation (Fearon & Philip 2008:484).
Thus, expectations are thought to generate a standpoint about which one makes a
comparative conclusion (Oliver 1980:460; Fearon & Philip 2008:484). Outcomes that
are seemingly lower than what is expected are rated below this standpoint and are
thus considered negative disconfirmation, whereas, outcomes that are higher than
expected are considered positive disconfirmation (Oliver 1980:460; Fearon & Philip
2008:484). Szymanski and Henard (2001:17), are of the opinion that, “dis-
confirmation and satisfaction are thought to be positively correlated”. The outcome of
the study by Grobler and Joubert (2012:169) was that SAPS employees indicated
that EAS played a significant role in their wellness. The more recent the services
rendered by the EAS, the more positive the participants’ perception and level of

experience (client satisfaction).

Confirmation in general equates to an unbiased affective state, where the outcome is
neither satisfactory nor dissatisfactory from the consumer’s point of view (Erevelles &
Leavitt 1992:110; Fearon & Philip 2008:485). However, several researchers propose
that this interpretation does not make sense deductively and, if one receives what
one expects, then satisfaction must be the end result (Hunt 1991:108; Fearon &
Philip 2008:485). Therefore, if desired expectations are confirmed, then reasonably
one is satisfied and the neutral state thus offers some degree of satisfaction (Fearon
& Philip 2008:485). Theoretically, it is then suggested, the neutral state equates to
the service being performed to the predicted state of expectation and within the zone
of tolerance from the user or consumer perspective (see Figure 1). In addition,
Santos and Boote (2003:147), argued that a state of positive disconfirmation could
take place, where actual performance go far beyond preliminary expectations and
this could lead to a high level of emotional satisfaction construed as ‘delight’.

3.4 Consequences of expectations of consumers (employees)

Several researchers have focused their attention on the consequences of
expectations, product performance and disconfirmation on the assessment and
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evaluation of products or services. Generalised distrust is considered to be a direct
result of expectations and disconfirmation, and can therefore bias one’s judgement in
a way that has not yet been demonstrated in preceding studies. Specifically,
research by Dark, Ashworth and Kelly (2010:348), indicate that negativity bias has a
significant impact on the generalised trust or suspicion felt. That is, stronger
sentiments for negative disconfirmation were apparent compared to the sentiments

towards positive disconfirmation.

Further, cited from Dark et al. (2010:348), “...consumer distrust is another important
by-product of negative disconfirmation, and that this distrust can have broader
effects on product evaluations by carrying over to different firms in very different
product categories.” Factors, such as past experiences and promises or statements
made by persons selling a product or rendering a service, have an effect on the
levels of trust in the product or service. Distrust has the ability to stimulate a negative

bias to individuals on the receiving end.
4. METHOD
4.1 Research design

For this purpose of this study, a cross-sectional survey design was used which
allowed for the narrative of the population at an exact time, and it therefore indicated
the value and extent of the expectations, perceptions and experience of participants
regarding the EAS (Rindfleisch, Malter, Ganesan & Moorman 2008:261). This design
can also be used for the development and validation of questionnaires (Elmes,
Kantowitz & Roediger 2012:287).

4.2 Study population

The population consisted of all the employees working at the SAPS. All available
employees working at the SAPS were identified as possible participants, subject to
the geographical availability of the social workers and psychologists (collectively
referred to as ‘the EAS’) (Grobler & Maree 2009:3). Participants of all nine provinces,
as well as Head Office divisions, submitted certificates confirming that no employee

or station had intentionally been excluded from this study (Grobler & Maree 2009:3).
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4.3 Measuring instrument

The measuring instrument consisted of three parts, which were relevant to this study,
namely (i) demographics, (ii) Section A (religion), and (iii) section B (EAS). The three
parts of the instrument were converted to a codified optical reader system. The
items of the instrument were in the form of answers to multiple-choice questions on a
specially developed optical reader answering sheet for easy and accurate
processing. An instruction manual was circulated to all administrators (EAS

functionaries).

Variables such as age, race, gender, language, marital status, type of marriage,
highest qualification, rank, period in rank, number of dependants, province of origin,
province stationed at, years of service and cluster station were included in the
demographical part of the instrument. The reason for the inclusion of the
demographical variables was to determine statistically the differences in perceptions,
opinion, experience and expectations of the various demographic groupings.

Section B consisted of questions related to (i) information; (ii) support and
understanding, (iii) accessibility; (iv) availability; (v) response; (vi) confidentiality; (vii)
credibility, and (viii) proactive approach. This section comprised 16 questions,
determining three dimensions, namely the respondents’ expectations, perceptions and
experience regarding services rendered by the EAS. The participants responded to
the questions on a five-point Likert scale, ranging from 1-5 where (1) signified
completely disagree; (2) disagree to some extent; (3) unsure; (4) agree to some
extent; and (5) totally agree. It also included two grouping variables, namely (i) the
EAS in the immediate working environment, and (ii) when last the participant made
use of the EAS.

4.4 Statistical analysis

The statistical analysis was carried out by means of a statistical program, Statistica.
Descriptive statistics, i.e. means, skewness and kurtosis were used to analyse the
data. Inter-item correlations and Cronbach’s alpha-coefficients were used to

measure the internal consistency of the measuring instrument (Clark & Watson
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1995:310; Helms, Henze, Sass & Mifsud 2006:631). Coefficient alpha conveys

important information regarding the proportion of variance contained in a scale.

ANOVA (a one-way analysis of variance) was used to ascertain the differences
between the sub-groups in the sample. Tukey studentised range tests were done to
indicate which groups differed significantly when ANOVAs were done (Davis
2007:397). The following formula was used to determine the practical significance of

difference in means between the two groups (Ravid 2010:150):

d _ Meana— Means
Root MSE

where
Mean, = mean of the first group

Meang = mean of the second group

Root MSE = root mean square error

A cut-off point of 0.50 (medium effect) was set for the practical significance of
differences between means. Pearson product-moment correlation coefficients were
used to specify the relationships between the variables. A cut-off point of 0.30
(medium effect) was set for the practical significance of correlation coefficients
(Wilson & Engelhard 2000:153).

5. RESULTS
5.1  Frequency of responses

Section B of the survey had two grouping variables, namely (i) the EAS in the
immediate working environment, and (ii) when the services of the EAS were last
used by the employees. These results are shown in Table 1. Table 1 indicates that
from the 45.2% of all employees who made use of services from the EAS, only
22.7% received such services in the last 12 months. A total of 54.8% of the
employees have never used any services from the EAS because they did not have
members of the EAS in their immediate working environment, or were unaware of

the EAS personnel in their current working environment.
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TABLE 1: FREQUENCY OF RESPONSES ON GROUPING VARIABLE 2
(RECENCY OF SERVICES RENDERED BY THE EAS) (N=37 816)

Section B: Question 2 Response %

When last did you use the services rendered by the EAS? Never 54.8%
More than a year ago 11.7%
6-12 months 7.5%
1-5 months 15.2%
This month 10.8%

Important to note that frequencies are reported excluding the missing values.

SOURCE: GROBLER & JOUBERT (2012:160)

5.2 Cronbach Alpha-coefficients and inter-item correlations of dimensions

In Table 2, the Cronbach alpha-coefficients are acceptable, with the guideline
application of a > 0.70 (Lehman 2005:145), together with the inter-item correlations
(0.15< r > 0.50) (Mitchell & Jolley 2009:153). This is an indication that the factors
have a satisfactory level of internal consistency, which forms the basis of an
accurate analysis. The overall results in this table indicate that the existence of the
EAS in the working environment generates a positive perception.

TABLE 2: DESCRIPTIVE STATISTICS, CRONBACH ALPHA-COEFFICIENTS AND INTER-ITEM CORRELATIONS OF
DIMENSIONS OF SECTION B

Items Dimension Mean SD Skewness | Kurtosis | o R

8 Expectation 4.5 0.62 -2.22 6.89 0.84 0.43

8 Perception 3.2 0.74 0.12 0.59 0.7 0.25

8" Experience 3.5 0.70 0.01 0.61 0.70 0.24
*The same questions as with Perception but with fewer participants. Only participants who had used the
services of the EAS in the past month were included in the calculation and analysis of this factor.

SOURCE: GROBLER & JOUBERT (2012:161)

The employees at the SAPS had high expectations of the EAS, which is an
indication that there is a definite need for the EAS. The employees’ perceptions of
the EAS regarding all the factors were lower, compared to their expectation scores.
The employees’ experiences were relatively higher than their perception but it was
still lower than their expectations. All their experiences measured above average,

with accessibility, confidentiality and credibility measuring significantly lower.

Journal of Contemporary Management Volume 9
DoE accredited 2012
ISBN 1815-7440 Pages 324 - 340

Page 332



A GROBLER, YT JOUBERT,
EC RUDOPLH, M HAJEE-OSMAN

Utilisation of the expectation disconfirmation
model: EAS rendered in the SAPS

5.3 Individual items of the questionnaire

Displayed in Table 3, the kurtosis and the skewness value for the Expectation
dimension exceeds the critical values of 2.00 and 7.00, respectively (Corder &
Foreman 2011:62), on Confidentiality and Accessibility. The negative skewness
values varies from -2.6 and -2.9, which indicates that the distribution has few low
values and tails off to the left. The kurtosis values vary from 7.2 to 8.8, on
Confidentiality and Accessibility. The distribution of the Overall Expectation scores
are between 2.2 and 6.9 on kurtosis and skewness respectively, which indicates a
very high expectation for the EAS. Because of the relatively skew Overall
Expectation distribution, it is only necessary to report on its magnitude in relation to
the dimensions of Experience and Perception. The distribution is not normal and
therefore restricts the probability of significant differences between the groups. The

Overall Expectation and the other Expectation will not be analysed further.

All other scores on the Experience and Perception dimensions are within the
parameters of a normal distribution. The Overall Experience dimension is higher than
the perception, which indicates client satisfaction, although Confidentiality and

Credibility measured lower.

TABLE 3: DESCRIPTIVE STATISTICS OF THE INDIVIDUAL ITEMS OF THE QUESTIONNAIRE (N=37 816)

Item Expectation (Questions 1-8) |Perception (Questions 9-16) |Experience (Questions 9-16)
participants who used EAS
services within last year

Mean [Skewness |Kurtosis [Mean |Skewness |Kurtosis |Mean (Skewness [Kurtosis

Information 43 |17 2.4 37 |07 -0.5 41 1.2 0.9

Support and 42 |14 14 32 |02 -1.2 39 |-1.0 -0.1

understanding.

Accessibility 46 |26 7.2 28 0.1 -1.2 28 0.1 -14

Availability 43 |16 2.3 37 |06 -0.3 41 1.2 1.0

Response 44 119 3.6 36 |05 -0.4 40 |-1.0 -3

Confidentiality 47 |29 8.8 28 |01 -0.8 26 |03 -1.2

Credibility 45 |21 45 28 0.1 0.7 27 0.2 -1.1

Proactive 45 |21 44 34 |05 0.7 40 |10 0.3

Overall 45 |22 6.9 32 |01 0.6 35 |01 0.6

SOURCE: GROBLER & JOUBERT (2012:161)
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5.4 Comparative analysis

A one-way ANOVA test analysed the Overall Perception dimension, which is then
followed by Tukey studentised range post hoc tests, which determined the statistical
significant differences on the dimension. The employees with EAS personnel in their
current working environment, those employees who were not aware of the EAS
services and those employees who did not have EAS personnel in their current
working environment were compared with one another in terms of their Overall
Perception rating. These results are reported in Table 4. Furthermore, Table 4
indicates the differences in Overall Perception dimension between employees who
have never used the EAS services, and those employees who have used the EAS

services at specific time intervals.

TABLE 4: COMPARATIVE ANALYSIS BY MEANS OF THE TUKEY STUDENTISED RANGE TESTS OF THE PERCEPTION
DIMENSION BETWEEN EMPLOYEES WHO RECEIVED SERVICES FROM THE EAS

Never 2 year 6-12 months 1-5 months This month
Services received

M=3.02 M=3.36 M=3.47 M=3.47 M=3.68
Never - 0.0 0.0 0.0 0.0
> Year 0.0 - 0.0 0.0 0.0
6-12 months 0.0 0.0 - ¥ 0.0
1-5 months 0.0 0.0 ¥ - 0.0
This month 0.0 0.0 0.0 0.0 -

Marked differences are significant at p <.05000

SOURCE: GROBLER & JOUBERT (2012:162)

The results in the above table indicate the range of Overall Perception mean scores
between employees who had never received EAS services (3.02) to a mean score of
3.68 of the employees who had used the EAS services in the past month. There is a
firm increase in the Overall Perception mean score, the shorter the time interval in

which the services of the EAS were used, all differences significant at p < .05000.
6. DISCUSSION

Social-cognitive theorists agree with traditional behaviourists that theories of human
nature should be tied to observable behaviour. Nevertheless, factors within the

person, for instance expectancies and the values placed on particular goals, need to
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be considered in explaining human behaviour (Nevid, Rathus & Greene 2011:53).
Bergh (2011:207) concluded that a person’s self-beliefs and events to which one is

exposed influence internal motivation.

Furthermore, he argued that management of an organisation has a significant impact
on the environment in which the individual functions and can influence the way in
which employees perceive proceedings within the organisation. Niedrich, Kiryanova
and Black (2005:54) argued that it is important to make a theoretical distinction
between a pre-consumption standard and a post-consumption standard in
formulating a disconfirmation judgment. As a result, the structure of this hierarchy,
i.e. the expectations, perceptions and experiences are derived from the “pre-
consumption standard”, which can be linked with the concepts that were measured

in this study (‘expectation’ and ‘perception’).
6.1 SAPS employees’ expectation of EAS services

SAPS employees had a high expectation of EAS services, which is an indication that
there is a definite need for such services. Employees developed an ideal expectation
on what the services ‘should be’ and what they ‘want to happen’ during these services.
Consequently, employees developed a perception, ‘predicted (will)’, of EAS. Feelings
of satisfaction occur when employees evaluate their perceptions of service
performance to both their desires and expectations. Additionally, feelings with the
information regarding the EAS were based on the employees’ expectations, such as
those communicated by marketing information, i.e. pamphlets (Spreng et al., 1996:15).
Fearon and Philip (2008:485) argued that ‘information satisfaction’ could be a clear
source of conflict if guaranteed levels of service quality are not achieved. As a result, it
can be concluded that information creates perceptions of EAS with the SAPS
employees. It is assumed that perceptions can increase the level of expectation

through information satisfaction. It can therefore create a positive disconfirmation (see

Figure 2).
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FIGURE 2: HIERARCHY OF EXPECTATIONS, PERCEPTIONS AND EXPERIENCE
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SOURCE: ADJUSTED FROM SANTOS & BOOTE (2003:144), FEARON & PHILIP (2008:484)

6.2 SAPS employees’ experience of EAS services

The employees’ experiences were relatively higher than their perceptions but it is
lower than their expectations. Evidence suggests that perception is influenced by
heredity (nature) as well as learning (nurture) and that it is a selective process which
shapes employees’ awareness of their reality, which aids them when assigning
meaning and interpreting external factors (Bergh & Theron, 2009:116 & 123). Santos
and Boote (2003:145) argued that the predicted ‘will-be’ standard originates from past
experience with a service and from an employee’s perception of typical service
performance. Consequently, the employees at the SAPS had high expectations of
EAS, which is an indication that there is a specific need for such services, i.e. EAS
(figure 3). By means of communication and marketing strategy employees could be
nurtured by EAS.

Confirmation equates to an unbiased affective position, where the result ‘experience’
is neither satisfactory nor dissatisfactory from the consumer perception (Fearon &
Phillip, 2008:485; Lee, Damhorst, Campbell, Loker & Parsons, 2011:325). In this

study, it was not found that employees experienced an unbiased effective position
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(zone of tolerance). However, it was also found that the employees experienced a

negative disconfirmation since their experiences are lower than expected.

Physical service factors (information, support, accessibility, availability, response,
confidentiality, credibility and proactive) were used to measure the experiences of
SAPS employees in terms of expectation standards (minimum tolerable, intolerable
and worst imaginable). Santos and Boote (2003:146) (Figure 2) argued that the
expectation standard (‘minimum tolerable’ and ‘intolerable’) might come from the
grapevine or personal experiences that emanated from bad memories and the
employees’ wish that this experience would never happen again. With reference to
Figure 3, the mean difference between expectation and experience brings forth the
argument that minimum tolerable expectation standards influence the experiences
with regard to the following factors: proactive (10%), response (8%), availability
(4%), support (6%) and information (4%).

The worst imaginable level expectations could be influenced through contact with
advertisements, e.g. pamphlets. This creates a lower than intolerable level experience.
Further to our argument (Table 5), worst imaginable expectations are influenced by
means of credibility (42%), confidentiality (36%) and accessibility (36%). The overall
mean difference between expectation and experience resulted to 20%. This confirms

that the SAPS employees experienced a negative disconfirmation regarding EAS.

TABLE 5: MEAN DIFFERENCES (%) BETWEEN EXPECTATIONS AND PERCEPTIONS

Expectations Perceptions
Information 12% Information
Support 20% Support
Accessibility 36% Accessibility
Availability 12% Availability
Response 16% Response
Confidentiality 36% Confidentiality
Credibility 36% Credibility
Proactive 22% Proactive
Overall 48% Overall

SOURCE: AUTHORS
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7. CONCLUSION

The main aim of the research study was to report on the importance of EAS on the
SAPS employees. The study founded that there is a need for such services, which
plays a significant role in the employees’ wellness. This article, however, was to
revise and expand on the expectation disconfirmation model based on previous
literature and generates recommendations regarding it. It was found that the model
is potentially valuable in understanding the relationship between the perceptions and
expectations of the SAPS employees. In addition, it would also be useful in studying
and validating this model within different industries. It can also be suggested that the
perceptions of the SAPS employees could be further investigated, thus adding a new

focal point to research.

Positive disconfirmation can also be addressed in terms of the means difference
between experience and perception. Supplementary to this, the future purpose is to
determine client satisfaction and explore the perception of prospective non-clients.
Ethical constructs of the physical services also needs to be studied. The results
obtained in this study indicate that there is a negative disconfirmation influenced by
physical EAS factors in the SAPS. The model under discussion continues to
dominate marketing research and managerial practices, and has comparable
influences with regard to the EAS and pertaining to an expectation disconfirmation

paradigm.
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