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EXTENDED ABSTRACT
Recent research has shown that repurchase intent is often not 

a good predictor of actual repurchase. A number of reasons for this 
discrepancy have been suggested in the literature, but have not been 
examined empirically. We propose that one critical distinction be-
tween switching intention and actual switching is that the former is 
a response to a hypothetical situation, whereas the latter is an action 
that is actually carried out. Recent behavioral research on construal 
level theory (CLT, see Trope and Liberman 2007 for a review) shows 
that when an event feels psychologically far away (e.g., when the 
event is going to happen in the distant future, is socially distant, or 
is hypothetical), people tend to focus on “central” aspects of the 
event–i.e., aspects that give direct implications to the desirability 
of the event. According to CLT, these aspects constitute the “higher 
level construal” of the event. On the other hand, when an event feels 
psychologically near (e.g., when it is going to happen in the near 
future, is socially near, or when is not hypothetical), people tend to 
focus on aspects that are associated with the procedures involved in 
carrying out the action (e.g., practicality, feasibility considerations). 
These aspects constitute the “lower level construal” of an event.

We first conducted a longitudinal study surveying cell phone 
service subscribers of all three providers in a city state. This approach 
allowed us to measure satisfaction and other attitudinal variables 
and switching intent in one period, and subsequently observe actual 
switching behavior in the next period. The survey was conducted 
in six waves over a 24 months period.

Monetary switching costs (e.g., penalties for switching dur-
ing a contractual period) and non-monetary switching costs (e.g., 
the hassle of going to the service provider to cancel the contract, 
signing up for a new contract, potentially changing cell phone 
number) feature highly in switching cell phone service switching. 
Based on CLT, we expect that monetary switching costs, which are 
closely related to the desirability of switching, constitute a higher 
level construal, whereas non-monetary costs constitute a relatively 
lower level construal of switching. According to CLT, consumers 
are likely to focus on desirability-related aspects and underestimate 
the importance of other feasibility-related considerations when they 
respond to hypothetical situations–to this extent, monetary costs, 
but not non-monetary costs, are likely to serve as a basis for their 
response to intention questions. Moreover, non-monetary costs will 
be taken into account only when consumers consider carrying out 
actual switching. 

The findings of our longitudinal study confirm this hypothesis, 
to the extent that the non-monetary switching cost main effect and 
its interaction effect with satisfaction are insignificant in predict-
ing switching intent. However, for actual switching behavior, the 
non-monetary switching costs effects explain more variance than 
the equivalent effects of monetary switching costs. This finding 
suggests that while non-monetary switching costs are important 
determinants of actual switching behavior, they may not be taken 
into consideration when consumers report their switching intention. 

We then conducted a series of experiments to directly test the 
CLT and demonstrate how the consideration of non-monetary costs 
can be facilitated when consumers respond to intention questions. 
Specifically, recent research has shown that process simulation (i.e., 
asking respondents to visualize the step-by-step process of carry-

ing out a certain action) highlights the feasibility-related aspects 
of an event and encourages a lower-level construal of the event 
(Zhao, Hoeffler and Zauberman 2007) . We therefore predicted and 
found that when process simulation is employed in surveys, it can 
potentially reduce the inconsistency between responses to intention 
measures and actual switching behaviors. Our findings suggest the 
possibility of an unobtrusive administration of this procedure in 
surveys that will improve the predictive power of intention mea-
sures of actual switching behavior. These findings have potential 
applications beyond the immediate switching behavior application 
to any intent-actual behavior measurement context.
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