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Psychological contract violation and its effect on customer's cynicism: An
analytical study of the views of a sample of subscribers' Asia Cell
Telecommunications Company

Abstract:

The present study aims to determine the extent to which the phenomenon of violation of
the psychological contract is reflected on customer's cynicism. The study focused on a
fundamental problem in which tried to determine the level of customer perceived of
violation of the psychological contract, and its effect on customer's cynicism.

Asia cell customers were selected in the Middle Euphrates region as a study population.
A sample of 254 subscribers was selected. The study hypothesis was chosen, which
states that the phenomenon of violating the contract is reflected in the switching intent
through the customer's cynicism. The hypotheses were tested after the analysis of the
study data which was based on the trial scale of the previous studies, and was used after
the statistical tools and methods according to the program spss.ver. .

The study concluded with a number of conclusions, the most important of which is that
the negative emotions that customers often feel as a result of the company's violation of
its promises made may lead them to customer's cynicism.

A number of recommendations were made. The most important of these was the need
to improve the image of the company and create positive impressions by fulfilling its
promises made in the promotional message and marketing, and seeking to meet the
needs of customers and their own desires to create satisfaction and full acceptance to
prevent customers from Well.

Key words: Violation of the psychological contract, cynicism of the customer.
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