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In the medical service contact processes, service failure is inevitable. When the service
failure occurs, some people may have complaints, some may not. The two variables might
involve an unspeakable psychological contract. Therefore, this study attempts to use the
perspective of psychological contract violation to explore the relationship between
Abstract hospital service failures and customer complaints. This study used an empirical
investigation to effectively analyze 346 samples and found medical service failure
positively affects psychological contract violation; psychological contract violation
positively affects customer complaint behavior. Psychological contract violation mediates
between medical service failure and customer complaint. Theoretical and practical
implications of the findings are discussed.
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