B2 BH2
2014 4£3 A

EHF2  ISSN 1672-0334
Journal of Management Science

Vol.27 No.2 95-107
March ,2014

RNESHFEHAREEERR

REI mNIBHE

BB REE R A

1 B AR SE BUNE B 22 B, B AU 210093
2 B RN R BT, B AL 210093

3 B AR Bk, B At 210093

REATFHALRR . AAABFHAAREGENY A K ABFHLSARIER
BF4PREEAGFH EANEENP TR L AR FRAXE A @ FHH kA EE0
ABBFRECRROEANEZ AR —FEEARACERRALRALTRE NI ERE, IR
BRAN  AGEABFHANRRECENETLAGTEXN  RAZAOFHAAR LG
EARASEGEZX; AOFHA T LR ERZ, HREAEELHARARHRFE4E
RALEFREZLAETHES, 2N ETRENE, EFABRENREFTLLE LN GR

.

XRBEA:RAE QD FHRAE R B FHHRFLEFELH

PEIRS:F13.5 MRRERIRED: A
N EHS:1672 - 0334(2014)02 - 0095 - 13

1 5|8

TE S 7)1 2 BR Ak 22 5F 70 35 b, Bl A 7™ i 6] 9 fk
REMBULEE SN ELRBERREHFEM, X
AEHTEXNE, HREFEZZHVE LR N4
WHRENRG. HREFEBANE—FREBS
bR F R MR EFMBOERE™, B
EMRABHBREREZHRRENTFEARAMZS
A GEHE ORE £ PR T RE A L
WMELWERAT N, IFEEEMMN TS PRI
BN MBS . B, B RO T oy x4
FHRAEBRERFEFRT REFR, LH5F 0T
BERTRETHFENEHES, WEULKKER
LiNiONIER R o g

REGEELIVWEEFREFERNAER, A
MREHA-EBEIMAREFFRFHEREGEE
HOEPHREE SN HBRERETLEFENG

WEBM: 2013-07-16 BiEBH:2014-01-14

doi:10.3969/]. issn. 1672 —0334. 2014. 02. 009

TN HREFEZHRE RS 25 FHE R E X4
ol At 5 T A AR, XX g el AR R A E R
BMEFXMBRE BEFESMIARHERER
{2 4 B2 32 48 B9 P11 , DA T 2 — 22 ol %€ R %o R o
A B X AL BB B AR B ST
FehEBEFE G, 8L T % b
o A AT B IS, A BB AT LA B 4 R 5 £ 4 B9
P 208 FE 32 451, DA T 6] 58 ST X PR IE TR o

2 AXARER

21 RUWEBNEHRRELER
EEHTS, AV mEHER T EXE, HX

T ol S 8T 5 R AR B T 48— B9 %€ S, 7E R R A9 B 5T

FRMHEAEFEBRRNER, AHTE LA N L0

0 AT R A RSO I O A e AR B

B — R EEN R R ENTF EEE

BESMA: [F5 8 AR %4 (71102038,71172060,71272106) ; 1 [F i+ J5 B2 3 4 (2012M510133)
fEE®E T TR (1981 - ), 58, ZRCER L, 5200 T R 50 %, JRT R 4 IR I 12 i, B Ok v 5 OR 2 O A I 2 B ) B0
MWMLE, MR m EET N AT DAL FE A%, E-mail:xubiao@ nju. edu. cn



96 B BB (Jounal of Management Science)

2014 #£3 A

PLEM" Mg, REXEMNMATFEEERRE
L EEMSREPARIAL LT E AL, FH4A
HEE, B FRE PSR E SR, R
WEEARSRINE FHAATE, Mk RAFHE
BB, GHEBAZHERAY , BT, AHFRE
AHEHERENEATF HELSHRELEH LA
kR EA@mEZ WM ES. KIEZE X, fE
HEANREIEE A2 NEBENES, B8 S H
e 7 Ak T RS W Y B, AR SRR R A
MAESFE, A EHEEELENEST. B
Ma,.SlfEFFaEE=SFRES 4. A0 EH.
BAMBKES, XERAEHEHFS SRS XTI
BREMBE FEEZH.

MEFEHEER, HBRESXREZTN IFXMHE
R R E AT a8, R e T EES R, T
EHTFAVATEEGI RN . 25656042 s I E
HEEKXSFHE, ST FREAEFFYH
B, EE S ERERERAGEREGE
B, MEMHEFE2CLANFERSHN, H R
Bt -t HEEESRW. AF 0
YRS R RE~S MRS D, N
Lk 2 AR B A b Bl R R, b i IR
B TR B BT S 304 RS s BT BB R £ b B 3E
Tl o, 1 2% P A 2 ] = ik E A IE 1R A B
NS & B TR R R AL o R | &0 A
M, T B SN (R AR ) IR ( A A
FURE ) P-4k BE VR4 67 T S 4, BRI A ok Y
5 TR RS, R EEE S BT & R HE %
EERMEEH , KIEXW I EE, HRELEE
T A A olk R A3 o AR Y 4 ok (g = R
AEME WEHESREBRMABRMAN) AR
Al (I AR R 4T 5 B TR 5 B i A0 R
T By ) o BT X Bl b o, A< BF 900 1 1 3 0 R
Sr R Rk SRS, B BE Oh B B AR R A
. BN BRAHBEHFEAARMZ K BETHM
R FEME A ARENEE S, NS B 7 E A,
B REERAHETE P A B0 SR 0 B A AR ESE R AU R
HMEGFREEEASHESES S hET A EEREM
WEMI KW ATELSFT,

BERM.CHEAREBENEENSC VM EEEENT
FHKBEFTFRIBAESFG, CHEMGF
HR AL, —EREE GG EREIY SN
B AR R AN AT N R AP R ALY R AE M RE E R
i 7= 5 00 T 1 o R R N B kb BT LB A O A
Wy AT A A B W AT PR
AMATHEHFANERNERTSEN, FaFKEHGE
Sl EEMEENSEG( NIRRT HF M ERES),
FF B3 FP 4 0T 68 & 3 £ ol A 5 ™ B R R A B
., RECAFEELEANEESF ML LREE
™ EEFEEGHSY B THEFEEMH
AEFRENEWMU RSO EFEFNERERE
EERAMERBEERE—F R,

22 EREEERR

1A 2% & 1 A5 R 48 76 17 76 IKUBS 50A o 52 1 A 1 35
5 15 B8 3 X 4 ol A OB BE A AR AR, IR A
oMb R LAIH 3% R3O0 R, B A A ol 2R FT R
HOETBH "™ . HREBENELR -PK
B aEHER  FELCLVAZE-BHBERTHIHM
R EGE LRI, B R — RS  5EF
RSl m s fEEEL . {5 020 R
BEFETANIE, MEZHH T BB, HRE
SABRENKENMREEE R T MREE,F—%
ZE[UMMALST , HRENBRZG NG R®LT
PO, AR PEG S BRI B e B S TEH B
EWRIFH R LG TSR, WREE
THESFF MR REFEZR.

20t 290 A, SF F I 1A R IE A AE 2 L, Mo 1] 2
FHREHEMMESRE , FEEFES . 2K 2®
B MEEF BTSN RMTHNEET
B BREET LRIV REE T ED
WU, R 5 R & Z 4R . Bies %' & £ XY
FEZBETFE, ANBHEETHITAAFERE
FE 77 B Fl 25 5 Lewicki %) 3t {5 4E 2 45 i tH T 56 91 9
HAE, ANNEEZRMERGFETHTASHFE
THERHEA -, FETLKEANMFE L™
E—RIIRN;— T HE, FETEFETINER
BEIFHIW RN RBIAE; B — il RETEE S
PAEGO BB ARMBRFEEEL.

HATHE B bR T 15 1 32 09 S0 A ok i 3t
REAXTEREZROEENFEI B, —BFEE
118 67 T 15 R AR 0 R A 32 40 R M R4 BE, R A T
1 J5 T8 28 3 A 0 R A R, A A O R R
BED M WA RELEWRENNERE, BRANR
EFEAXHERENNOER. MEENEER,H
BEFEQEESN BOMEELI MR, BH R
N REAEW L Al I R R E R,
BEA XS Rl R B T/OREER N, LEETS
Hib o HILBRB SR BLORBRBTUHEEN
{82 S 18], JB S 3 9% 3 B P 2% 5 IE HRAE b b ST —
J A 2 VG, A5 17 0 McKnight %Y i) 8
REW  EBOMEERATBBEEHN - IEE,
Besh, R EHEREAEE - E A, T
fFE—T@RMAREAE, SRAXENARES W
ARENEXHBEEAMAT N, MRWHERE. F
EHEAENIMFE, EHRENGEEEEET@E
HBERENREZ A5 TELVRGUBENELS
i, EEFERTREMEBSHET . Bk, &5
R EAEZ BRI 2 W45, B AR AR RE ) 48 3%
MAGHEEREEZR, EEEE - T EAERT &
v 2% FE I 9 R 2%, 55 — 5 T L R BL T A olb B ST RE
LMV, BRI ALK 2% E S E

H# &G EZ S X ok 7= A TR,
VR AT BB A R T R R B o o R L X
HREEEEMPAERGORE™ BFENZHRS



2

P R I F)E I B S A SR LN LB 5T 97

HWEVIRE(E

B

A

g 3

iR

75 {5 E 5240

HoAbJy TS R =40

R
- B S B ) y
o AR ()

HREGIEZH
* HEAMEESZA

+ ERAERM

{EAEZ 4 Fhi
© BEAE(ERARSNG

+ BEEEZAIN

C T L

-

* 1K

Bl HREEEZRRARIIBHARER
Figure 1 Consumer Trust Damage and Spillover Research Model
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Figure 2 Moderating Effect of the Severity of Negative Events on Consumer Trust Damage
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Figure 3 Mediation Effect of Initial Trust on Consumer Trust Damage
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A Study on Mechanism of Consumer Trust Damage
and Its Spillover after Negative Events

Xu Biao' ,Zhang Yuanyuan® ,Zhang Xun’

1 School of Government, Nanjing University, Nanjing 210093, China

2 School of Business, Nanjing Normal University, Nanjing 210093, China
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Abstract ; Based on causes of the events, this study explores how negative events impact consumer trust and divides the negative
events into the ability negative events and the integrity negative events. We test mechanisms that how different types of negative
events influence consumer trust% ability dimension and good faith dimension by situational simulation and experimental methods.
We also further explore the spillover effect when different consumer trust dimensions get damaged. The results show that: (D) in-
tegrity negative events damage consumer trust’s good faith dimension more greatly, while ability negative events damage consumer
trust’s ability dimension more greatly; (Z) the more serious the negative events are and the higher the consumers initial trust is,
the more greatly the consumer trust is damaged; and (3) when consumer trust ability dimension and good faith dimension are dam-
aged, they will produce a spillover effect into good faith trust, but it does not affect the consumer trust on the other enterprise a-
bilities.
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