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ABSTRACT

§ g .
that both charactenstlcs induced differenceés in consumers’ emo-
tional responses .and tolerance level to delays.  In study 2, taxo-
normc analyses were used to demonstrate that consumers could be

INTRODUCTION
In our post-modern society, time has become one of consum-
ers’ scarcest resources. As a result, the amount of tinie used and
saved in purchasing and consuming products and services isnow a
critical factor in consumer choice (Kaufmanetal: 1991; Marmorstein

etal. 1992). In services, consumers’ concem for saving time hasnot

only involved design modifications but has also forced many
industries such as banking and supermarkets to’deliver services
around the clock (Kelley 1989). Just think about; prodacts such as
eyeglasses or rolls of film for which'the processing time has been
cut from days to minutes.

Yet, no. systematic attempt has been maﬁln to calegonze
consumers on the basis of their reaction to time. Pinpointing time-
related preferences of segments of consumers and designing prod-
ucts or'services accordingly may well be aneglected weaponto gain
a competitive edge in service industries. In'this papet, we focus on
consumers’ reactions to waiting time in services.: We investigated
two individual characteristics -circadian orientation and Type A/B
behavior pattern - whose effects are likely to influence consumers’
Tesponse to waiting time. We first provide the thearetical rationale
for these-effects and then report a study that provides prelmnnary
evidence,. Finally, in a second study, segments -of consumers
presemmg different circadian orientations are: empmcally identi-
fied using taxonomic methods.

- REVIEW OF THE LITERATURE

Individual differences in consumers’ response to waiting time

Among themany individual differences that have been studied
in psychology and consumer behavior, we have selected circadian
orientation and Type A/B behavior pattem. Both characteristics
have been shown to influence variables such as cognitive perfor-
mance (Horne et al, 1980; Juszczak and Andreassi 1987; Matthews
1982), arousal (Matthews 1988), mood (Patkai 1971; Strube and
Lott 1984), and time perception (Burnam et al. 1975; Thor 1962).
According to recent psychological theories about memory for
temporal information and duration estimation, these variables may
be mediators of consumers’ response to waiting time (Block 1989;
Zakay 1989; see Zakay and Hornik 1991 for an application of these
theories to consumers” response to waiting). Thus, both circadian
orientation'and Type A/B behavior pattern are most likely to impact
on consumers’ response to waiting time. In this section, we briefly

Cn-cadlan orlentation
- A numbser of studies in chronobiolo gy have demonstrated the

"-ilrnpact of circadian cycles on individuals. Circadiancycles refet to
‘the day-night cycles that create, within each individual, an internal

thythm, called circadian clock. This phenomenon has been a topic
of interest in various disciplines mainly because of its stability and
influence (Aschoff 1984). These cycles can be predict, occur at
regular intervals and have an impact on human behavior during day
and night. Influences on physiological functions such as body
temperature or basal metabolism have been demonstrated (Aschoff
1984, 1989).

- However, results of many research have shown that circadian
cycles were not a.ffecting everyone at the same time of the day.
Interindividual differences, called circadian orientation, were rec-
ognized and further :operationalized in the concept of Morning and
Evening types: More specifically, studies have indicated arousal
peak level dxfferences related to. Moming/Evening types. The
Morning type energetic peak, called arousal acrophase, would be
somewhere between the morning and the beginning of the after-
noon while the Evening type acrophase would be somewhere
between the end of the afternoon and the beginning of the evening
(Akerstedt and Froberg:1976; Foret et al. 1982; Kerkhof 1985;
Matthews 1988; Patkai 1971). Inrelation with time estimation, it
has also been dcmanstralted that Evening and Morning types esti-
mation of small. time. inttzrvals (less: than 2 mmutes) fluctuated

specific. behavmr P tq¢ms was related to the development of coro-
nary heart dlsease( enkins et al. 1979). Themost critical character-
1stms of Type Acdr dmduals are compeutweness, achievement

mh rgency. Indlvxduals who exhibit aType B
arede mbed as being morerelaxed and having an

‘1974) With respect to time
) cmnducted a study in which Typa

3l ‘ ‘uesereta.l 198’7) 'Ihestudyrevcaled
ﬂlatTypaAsra‘

review findings on circadian orientation and Type A/B behavior eedandenergy adjectives as inappropriate

that bear on consumers’ response to ‘waiting time. time descnptors while Type Bs rated them as appropriate time
descnptors
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In sum, past research on both circadian orientation and on
Type A/B behavior pattern suggests that individuals presenting
different levels of these characteristics are likely to differ in their
tolerance level and emotional responses when facing anunexpected
waiting time. An exploratory study was conducted to investigate
these issues.

STUDY 1

Overview

The study was designed as a preliminary test of the effect of
circadian orientation and Type A/B behavior pattern on consumers’
response to waiting. Subjects were asked to indicate their emo-
tional responses and tolerance levels to scenarios of unexpected
delays. Their individual circadian orientation and behavior pattern
were assessed with standardized tools.

Method

Subjecis were 34 undergraduate anglophone students in an
eastern Canadian Business School. They participated in the study
on a voluntary basis. The study was presented as part of aresearch
on consumers’ individual characteristics and was conducted in a
group session at 10:15 am.

Independent variables

Circadian orientation: The Smith et al. (1989) momingness
questionnaire including 13 items was used to classify subjects as
MomirlgorEve:ﬁngtypes Thislatestenglish versionof momingness
questlonnmm is a composite scale that includes the best of three
previous momingness questionnaires (Folkard et al. 1979; Home
and Ostberg 1976; Torsvall and Akerstedt 1980). A median spliton
the total score was used to identify Moming and Evening types.

Type AIB behavior pattern: Following Matthews(1982),
Strube et al(1986) and Feather and Volkmer(1988), subjects were
classified as Type As or Type Bs on the basis of the short form of
the student version of the Jenkins Activity Survey(SJAS). The
SJAS version has been modeled after the adult version (Zyzanski
and Jenkins 1970) to suit an academic context(Glass 1977). A
slightly modified short form of the STAS was used. This short form
of the STAS is limited to the speed/impatience and hard-driving/
competitive factors. It has been found to give a satisfactory internal
consistency, an excellent test-retestreliability (Yarnold et al. 1986)
as well s a criterion-related validity (Yamold et al. 1987).

Dependent variables

Emotional response to delays : Subjects were asked to
imagine that they were waiting in situations commonly encoun-
tered in service settings. Because it could be assumed that our
subjects would have had a reasonable amount of personal experi-
ence with such situations, they were likely to bereliable informants
of their behavior in similar real-life situations (Schmitt, Dubé,
Leclerc 1992). For situation specific responses, subjects were
asked to imagine themselves in the following situations: having
missed abus, being inable to get a cab, waiting for a phone call. On
a 9-point scale, they were asked to indicate how upsetting they
found each of these situations (1=not at all, 9=very upsetting). For
general emotional response, subjects were asked to indicate how
angry -they were when they have to face unexpected delays in
general (1=not at all, 9=very angry).

Tolerance to unexpected delay: Subjects were asked to
imagine having dinner at a restaurant and to indicate how they
would react'to an unexpected delay in the service. The following
scenario was given:
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“Suppose you are in arestaurant and you are told that you have
to wait for fifteen minutes before you will be seated. How soon
after the end of the expected delay will you get restless?”

Subjects indicated their responses to this pre-process delay in
minutes. Because consumers’ responses to waiting time have been
shown to vary as a function of the phase in the service delivery
process (Dubé, Schmitt and Leclerc 1989, 1991), we also ask
subjects to indicate their reactions to a 15 minutes delay occurring
as they were waiting for the main course (within-process) and for
the check (post-process).

Results

Reliability of the scales

The alpha coefficient for the 13-items circadian orientation
scale was 0.81. The alpha coefficient for the overall STAS scale was
0.72 (15 items). Alpha coefficients were also computed for the
speed/impatience subscale (alpha=0.69, 4 items) and for the hard-
driving/competitive subscale (alpha=0.81, 5 items).

The three emotional responses to waiting times presented a
good reliability (alpha= 0.73) and an average score was computed.
The three items related to the tolerance to unexpected delay pre-
sented an alpha coefficient of 0.75. An average score was also
computed.

Effects of circadian orientation and behavior pattern

In order to investigate the effect of the two personality charac-
teristics on consumers’ response to waiting time, a series of mean
comparisons (t-test with pooled variance estimate) were conducted
on the three dependent variables (emotional responses to specific
situations, general emotional response, and tolerance tounexpected
delay) between sub-groups formed for each characteristic. For
Type A/B behavior pattern, sub-groups were formed for the overall
scale and also for sub-scales of speed/impatience and hard-driving/
competitive. Means are presented in Table 1 for circadian orienta-
tion and Type A/B behavior pattern classified on the speed/impa-
tience sub-scale.

Effect of circadian orientation: Results show thatindividuals
with an Evening type orientation demonstrated a more negative
emotional response when they encountered unexpected waiting
time in service sitations (M:Moming= 5.00; M:Evening= 6.14;
T[32]=2.22; p<.05).

With respect to the amount of time they could tolerate an
unexpected delay before getting upset, Evening and Morning types
did not differ significantly although differences tend to appearat the
post-process phase (M:Moming=5.77 min.; M:Evening=7,82 min.;
p<0.3). Interestingly, for Moming types, tolerance to waiting time
varied as a function of the phase of the process. They were willing
to wait a shorter period of time when the unexpected delay occurred
at the post-process phase (5.77 min.) than when it occurred at the
pre-process (10.35 min.) or in-process phase (9.82 min.}(mean
comparisons: post and pre-process: T[16]=3.12; p<.05; post and
in-process: T[16]=2.43; p<.05). The same trend was observed for
the Evening type although the differences didnotreachsignificance
level (all ps > 0.3).

Effect of Type A/B behavior pattern: Means comparisons for
subjects classified as Type A/B on the basis of the overall STAS
scale and on the hard/driving competitive sub-scale did not show
any significant differences in consumers’ response to waiting time.
However, individuals categorized as Type A or B on the basis of the
speed/impatience sub-scale did show important differences in the
dependent variables. Type As were significantly more upset than
Type Bs when facmg unexpected delay in specific service dehvery
environments (Type A=6.10; Type B=5.09; T[32]=-1.94; p<0.07).
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TABLE 1
«ional responses and tolerance to waiting time as a function of circadian orientation and Type A/B behavior pattern

Circadian orientation Behavior pattemn
Morning Evening Type A Type:B
Emotional responses
situation specific 5.00a 6.14b* 6.10a 5.09b**
general response 5.18a 5.24a 5.75a 4.72p**
Tolerance
overall 8.652 8.80% 7.06* 10200
pre-process 10352 9.292 8.442 11.062
within-process 9.82% 9.29 7.00* 11.83%*
5172 7.822 5752 7.72%

post-process

Note: Comparisons are made rowwise within each individual characteristic for means with different subscripts.
* Means with different subscripts are significantly different at p < 0.05
** Means with different subscripts are significantly different at p < 0.10

Type. As also indicated that their usual emotional reaction to
unexpected delay was significantly more negative than Type Bs
(Type A= 5.75; Type B= 4.72; T[32]= -1.84; p<0.08).

With réspect to their tolerance level to unexpected delay,
across all three phases of the process, Type As were willing to wait
for a shorter period of time than Type Bs (Type A= 7.06 min; Type
B=10.20min.; T[32]=2.00; p<0.06). When separate analyses were
condiicted for the three different phases of the service process, Type
As were significantly less tolerant than Type Bs only at the within-
processphase (Type A=7.00min.; TypeB=11.83 min.; T[32}=2.29;
p<0.05). Finally, we found that both Type As and Type Bs
mamfested significant differences in their tolerance level to unex-
pected delay as a function of the phase of the process in which they
occur. ' At amarginal level, Type As were less tolerant to delays in
the post-process (5.75 min.) than in the pre-process phase (8.44
min;}(mean comparisons: T[15]=1.76; p<.10). Type Bs were also
less tolerant in the post-process phase (7.72 min.) compared to the
within-process (11.83 min.)(mean comparisons: T[17}= 2.61;
p<.05) ‘or pre-process phase (11.06 min.)(mean compansons
T[17}=2.20; p<.05).

Discussion

“'The results of this first study suggest that consumers present-
ing different circadian orientation and type of behavior pattemn
wouldrespond differently to waiting situations. Type A/B behavior
pattb,rn induced differences in both emotional and tolerance re-
sponses to waiting. Individuals who scored high on the speed/
impatience subscale responded more negatively to unexpected
dela{& and they would wait a shorter period of time before getting
upsat ‘Further research should replicate these effects and investi-
gate their underlying mediators.

“Tuming to circadian orientation, Evening type individuals,
compared to Morning types, demonstrated a more negative emo-
uonal response to unexpected delay. Does this effect reflect a more
gemaral megative affective state for Evening type or is it related to
time of the day when the study was conducted (10:15 a.m.)?

Kl ‘an‘ (1963) has suggested that Evening types may, in general,

fsleep and wakefulness does not conform to the habits of

Pnadbnty of the population. Patkai (1971) also found that a series
of mgative feelings (gloomy, morose, dispirited) were reported
only'by Evening types. However, in Patkai’s study, Evening types

expressed these negative feelings only when the reports were made
in the moming. In our study, even though we did notmanipulate the
time of the day when the delay occurred, it may be that subjects
naturally took into account the actual time when they completed the
questionnaire. This could explain why significant effect were
found only for situation-specific measures. Furtherresearchshould
systematically investigate the effect of circadian orientation on
consumers’ reactions to unexpected delays occurring at different
times of the day.

" In sum, the results of this study suggest that both circadian
oriéntation and Type A/B behavior may be'valuable segmentation
bases for service industries. If these preliminary results on time
related differences among consumers are confirmed, service pro-
viders may seek to redesign part of their service operations to suit
specific needs and wants of the farget segments. Moreover, specific
training programs could be planned to help contact persormel to
recognize patterns of behavior expressed by each segmeit and to
adopt appropriate roles during the individual service encounter.
Service industries might also adapt their communication strategy
with messages emphasizing time concern attributes (time saving
procedures, round the clock service, home service, etc.) or emo-
tional response to delay. Thus, it would become important to
empirically identify segments on the basis of these two character-
istics. In study 2, we used taxonomic analyses to classify segments
of consumers presenting different circadian orientations.

STUDY 2

Overview

This second experiment was part of a larger project on service
quality in the banking industry. Subjects were asked to complete
the Smith et al. (1989) questionnaire on circadian orientation. They
were classified as being either Moming -or Evening type using
cluster and discriminant analyses.

Method

Subjects were 219 undergraduate francophone students in an
eastern Canadian Business School who volunteered for the study.
Subjects were run in groups of 20 to 30 in a class setting. The study
was presented as a research on consumer behavior in banks. The
english version of the scale was translated in french and validated
using back translation. It was completed by the subjects at the
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TABLE 2
Means of individual items of the circadian orientation scale for each cluster - Study 2

1. Rising time without constraints *
2. Bed time without constraints *

3. Ease to getup

4. Mormning alertness

5. Moming feeling of tiredness

6. Physical performance (7 - 8 a.m)
7. Evening hour of tiredness *

8. Preferred time for intellectual test
9. Self perception of M/E type
10.Rising hour preference
11.Pleasantness with 6:00 a.m. rising
12.Time required to recover

13.Self perception of MJ/E activity

Cluster 1 Cluster 2
231 3.19
232 293
207 281
2.11 2.68
230 2.94
2.51 3.23
293 3.15
232 341
1.70 3.00
1.60 2.67
1.95 2.86
3.35 3.68
1.80 3.04

Note: - Means are presented prior to data standardization. Standardized means are significant at p < 0.0005 for each variable except

for the item # 7.

* Ttems measured on 5-point scale. Otherwise items were measured on 4-point scale.

TABLE 3
Predicted vs observed categorization as a function of circadian orientation - Study 2

Actual groups n
1 (Evening) 78
2 (Morming) 134

Predicted group membership
Group 1 Group 2
Evening Morning
77 1
98.7% 1.3%
13 121
9.7% 90.3%

beginning of the experimental session. Half of the subjects com-
pleted the questionnaire at 10:00 a.m. and the other half at 7:00 p.m.

Analysis

As a statistical method of classification, cluster analysis has
been used in marketing to create market segments or groups of
subjects along several personality and decision behavior charac-
teristics (Punj and Stewart 1983). Quick Cluster analysis was
conducted on measures of circadian orientation collected with the
Smith et al. instrument, specifying that two clusters of subjects were
to be found.

The 13 items of the scale were considered to be interval-scale
measures. Standardized scores were computed to allow for com-
parison between 4 and 5-point scales. The cluster analysis retained
212 subjects and classified 65 individuals in the first cluster and 147
in the second. The interpretation of the means of the independent
variables indicated that the first cluster included the Evening types
and the second cluster included the Morning types (Table 2).

To validate the cluster solution, analysis of variance and
discriminant analysis were conducted (Klastorin 1983). The analy-
sis of variance confirmed that variable means were statistically
different between each cluster for 12 of the 13 variables (p<0.005).

Prior to conducting the discriminant analysis, the correlation
matrix was examined and showed that cormrelations among the

variables were low to moderate, the largest correlation coefficient
being 0.55. The Box’s M test confirmed the equality of the group
covariance matrices (Box-M=90.294; p<0.05). A stepwise method
based on Mahalanobis’ distance selected 10 variables to be in-
cluded in the discriminant function (Norusis 1990). The function
discriminated significantly between the two groups (chi-squared=
201.77, df= 10; p<0.0005) and correctly classified 93.87% of the
subjects (Table 3). Results of study 2 confirmed the capacity of the
Smith et al. questionnaire to classify segments of consumers upon
their circadian orientation.

CONCILUSION

Results of Study 1 suggest that specific circadian orientation
or behavior pattern induce different responses to waiting. Further-
more, Study 2, demonstrated that segments of consumers present-
ing different circadian orientation can be empirically identified.
These time related segmentation variables may help service opera-
tions position themselves on innovative bases, focusing on at-
tributes that are particularly critical for different consumer markets.

Further research should provide a more precise understanding
ofhow consumers react to waiting in service delivery environments
and could also correlate these individuals characteristics to other
aspects of consumer behavior in services. Such studies would
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ur very limited knowledge in the specific area of consumer
(or in the service industries.
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