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Abstract:

The study aimed to investigate the role of customer misbehavior on customer
retention through the mediation of value co-destruction behaviors, applied to
customers of shopping malls in Mansoura city. The study relied on a survey of 426
customers or visitors of the shopping malls under study to collect the primary data
necessary to test the study hypotheses via a self-administered questionnaire. The
data analyzed using the Partial Least Squares Structural Equation Modeling (PLS-
SEM) approach.

The most important results of the study were the existence of a significant negative
influence of the dimensions of customer misbehavior (uncivil behavior, aggressive
language) on both customer retention and value co-destruction behaviors. The
results also indicated no significant negative influence of the harsh requirements
dimension, one of the customer misbehavior dimensions, on either customer
retention or value co-destruction. The study results also found a significant negative
influence of value co-destruction behaviors (Co-destruction defiance, Co-
destruction subversion) on customer retention. Finally, the study concluded that
both value challenge behavior and value destruction behavior partially mediate the
relationship between (uncivil behavior and aggressive language) and customer

retention. Meanwhile, no mediation influence of value co-destruction behaviors
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proven in the relationship between harsh requirements, the third dimension of
customer misbehavior, and customer retention .
Keywords: customer misbehavior, value co-destruction, Co-destruction defiance,

Co-destruction subversion, customer retention
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