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The Effects of Failed Services on Customer's Negative Emotions
and Behavior in the Restaurant Business

Young—Hun Kim"

Dept. of Food Service Management, DongEui University'H

Abstract

The purpose of this paper is to explore the types of failed service and its effect on customer's negative
emotions in the restaurant business and their influence on customer's behavior. The study examines the
restaurant attributes of failed service in order to determine which variables have the greatest impact
on customer's negative emotions and behaviors. To accomplish the purpose of this study, a casual model
is developed - which analyzes the main antecedents, moderators and consequences of failed service in
the restaurant business. The findings of this study are as follows. 4 types of failed services are found:
lack of tangibles, doubt of reliability, unresponsiveness, no expressed empathy. They have an effect on
customer’s negative emotions(regret and disappointment). And the customer's negative emotions brings
out negative behaviors(bad actions, switching brand, protest, negative word of mouth). Customer's
regret causes bad actions and switching brand, and customer’s disappointment caused switching brand

and bad information by word of mouth.
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<Fig. 1> Structural equation model of failed service
that causes customer’s negative emotions and behaviors.
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{Table 1> Verification of reliability and validity

shrx2] ek 2] A 157 Al 25(2009)

Characteristics

Bad

Switching

(Cronbach's ) action brand Reliability Reliability Regret
Making noise 0.834 0.055 —0.011 0.012 —0.082
Stealing restaurant goods 0.798 —0.006 —0.013 0.087 —0.102
Gibing employees 0.779 0.149 —0.070 —0.040 —0.022
Bad action . .
0.850) Disregarding employees 0.772 0.036 —0.042 —0.105 0.012
Damaging goods 0.762 —0.024 —0.030 0.197 —0.034
Rude attitude to employees 0.757 0.038 —0.167 —0.005 0.118
Handling goods roughly 0.728 0.085 —0.108 0.120 0.041
Using other restaurants 0.087 0.864 —0.084 0.123 —0.022
Decrease frequency of visits 0.037 0.810 —0.085 0.061 —0.010
Switching brand . .
0.889) Suspension of visits 0.116 0.793 —0.118 0.145 —0.025
Using another similar restaurant 0.081 0.773 —0.002 0.028 0.122
Considering using other restaurants —0.012 0.745 —0.032 0.088 —0.036
Observing service time —0.197 —0.043 0.784 —0.159 0.160
o Accuracy of service —0.126 —0.132 0.756 —0.213 0.200
Efg;‘;hty solving problems ~0.105 ~0.138 0.701 ~0.130 0.187
Conducting perfect service 0.017 0.009 0.696 —0.107 0.165
Conducting promised service —0.033 —0.068 0.682 —0.220 0.249
Regretting choosing the restaurant 0.079 0.151 —0.270 0.774 —0.178
Regret Regretting not choosing other restaurants 0.132 0.136 —0.229 0.730 —0.186
(0.815) Regret for the restaurant 0.001 0.161 -0.256 0.730 -0.205
Getting angry on choice 0.089 0.213 —0.295 0.680 —0.072
The up-to-date facilities —0.038 0.033 0.122 —0.161 0.812
Tangibles Attractive exterior of a restaurant 0.039 0.011 0.184 —0.131 0.776
(0.843) Employee's exemplary feature —0.039 0.011 0.305 —0.067 0.766
Appropriateness of the facilities —0.048 —0.031 0.323 —0.080 0.679
Informing the service time —0.014 —0.112 0.133 —0.063 0.147
Responsiveness Offering good service 0.032 —0.088 0.324 —0.211 0.145
(0.863) Employee's service intention —0.102 —0.098 0.283 —0.184 0.118
Employee's quick response —0.128 —0.106 0.377 —0.240 0.173
Below the expectation 0.005 0.148 —0.121 0.230 —0.096
Disappointment . .
(0.910) No expectation on service 0.018 0.150 —0.144 0.153 —=0.179
Disappointment at service 0.026 0.109 —0.202 0.328 —0.064
Offering good information to the guest 0.071 —0.105 0.028 —0.076 0.156
Empathy Good memory for the guest 0.087 0.020 —0.044 —0.035 —0.039
0.759) Carrying out the guest's demand 0.140 —0.044 0.073 —0.180 0.065
Convenience of the business hour —0.156 0.034 0.245 —0.226 0.043
Reporting a problem to the employee 0.120 0.079 —0.068 —0.016 —0.033
F(;:Z?[) Advice to the manager 0.071 0.078 ~0.001 0.114 0.047
Requesting improvement to the manager 0.171 0.067 —0.021 0.050 0.015
Bad Information Consulting experience with others 0.063 0.230 —0.008 0.013 0.047
by word-of-mouth Informing experience to others —0.123 0.372 0.024 —0.031 0.039
(0.772) Stoping others from using the restaurant 0.094 0381 ~0.032 0.069 ~0.057
Eigen value 4.516 3.843 3.726 2.890 2.839
pet. of var(71.72%) 10.75 9.15 8.87 6.88 6.76
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{Table 1> Continued

Characteristics . Responsive-  Disappoint- Bad Info. by
(Cronbach's @) Tangibles ness ment Empathy word-of-mouth
Making noise 0.015 0.048 0.023 0.127 —0.107
Stealing restaurant goods 0.062 —0.100 0.010 0.024 —0.090
Gibing employees —0.083 0.109 0.099 0.096 —0.022
Bad action . .
0.850) Disregarding employees —0.074 0.078 0.025 0.115 0.046
Damaging goods 0.044 —0.152 —0.005 0.012 0.081
Rude attitude to employees —0.116 0.161 0.089 0.129 —0.020
Handling goods roughly —0.026 —0.066 —0.044 —0.068 0.211
Using other restaurants 0.021 0.030 —0.062 0.051 0.128
Decrease frequency of visits —0.152 —0.021 —0.097 0.044 0.214
Switching brand . .
0.889) Suspension of visits —0.102 0.012 —0.018 0.063 0.074
Using another similar restaurant —0.043 0.178 0.008 0.084 0.189
Considering using other restaurants —0.068 0.182 0.041 0.016 0.152
Observing service time 0.125 —0.084 0.024 —0.022 0.033
o Accuracy of service 0.067 —0.034 0.126 —0.142 0.028
Efg;‘;hty solving problems 0.280 ~0.093 0.049 0.057 ~0.016
Conducting perfect service 0.267 —0.157 0.073 —0.074 —0.072
Conducting promised service 0.231 —0.108 —0.006 0.041 0.000
Regretting choosing the restaurant —0.147 0.186 —0.127 0.063 0.043
Regret Regretting not choosing other restaurants —0.203 0.210 —0.222 0.084 0.025
(0.815) Regret for the restaurant —0.211 0.230 —0.204 0.050 -0.015
Getting angry on choice —0.213 0.265 —0.174 0.063 0.022
The up-to-date facilities 0.129 0.002 —0.008 0.004 —0.010
Tangibles Attractive exterior of a restaurant 0.050 —0.054 0.097 —0.041 0.130
(0.843) Employee's exemplary feature 0.191 —-0.097 0.082 —0.006 —0.053
Appropriateness of the facilities 0.146 —0.257 0.078 0.111 —0.057
Informing the service time 0.783 —0.174 0.063 —0.045 —0.033
Responsiveness Offering good service 0.763 —0.116 0.052 —0.023 —0.015
(0.863) Employee's service intention 0.753 —0.053 0.174 0.114 —0.042
Employee's quick response 0.620 —0.188 0.062 0.047 —0.032
Below the expectation —0.182 0.831 —0.147 0.012 0.123
Disappointment . .
(0.910) No expectation on service —0.121 0.815 —0.132 0.021 0.047
Disappointment at service —0.174 0.787 —0.132 0.088 0.089
Offering good information to the guest 0.183 —0.012 0.804 0.003 0.003
Empathy Good memory for the guest 0.112 —0.143 0.780 0.065 —0.046
0.759) Carrying out the guest's demand 0.072 —0.094 0.748 0.054 0.134
Convenience of the business hour —0.142 —0.100 0.596 0.011 0.036
Reporting a problem to the employee —0.034 0.077 0.074 0.873 0.040
F(;:Z?[) Advice to the manager 0.043 ~0.001 0.070 0.852 0.038
Requesting improvement to the manager 0.033 0.010 —0.023 0.838 0.129
Bad information consulting experience with others —0.002 0.039 0.084 0.113 0.846
by word-of-mouth Informing experience to others —0.011 0.205 0.012 0.084 0.715
(0.772) Stoping others from using the restaurant ~0.098 0.026 0.021 0.052 0.651
Eigen value 2.835 2.629 2.505 2.386 1.955

pet. of var(71.72%) 6.75 6.26 5.96 5.68 4.66
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{Table 2> Results of the confirmatory factory analysis

GFI AGFI CFI RMR NFI 2° df p
Failed service 0.901 0.866 0.933 0.048 0.888 255.08 119 0.000
Negative emotions 0.964 0.923 0.940 0.036 0.975 35.014 13 0.001
Negative behavior 0.879 0.846 0.912 0.060 0.898 345.52 129 0.000
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{Table 3> Results of the correlation of constructs
1 2 3 4 5 6 7 8 9 10

Reliability 1.000

Tangibles 0.550***  1.000

Responsiveness 0.614%**%  0.443*** 1.000

Empathy 0.254%%%  0216%** (0237+* 1.000

Regret —0.596%** —(.438*** —(),555%*F* —(0.412**%* 1,000

Disappointment ~ —0.406%*%* —0.332%** —0.460%** —0.310%** 0.585*** 1.000

Bad actions —0212%* —0.0609  —0.131** —0.032 0.174*%*  0.071 1.000

Switching brand —0.221%¥** —0.053  —0.264*** —(.082 0.345%+%  0.303*%** 0.156** 1.000

Protest —0.092 0.010 —0.007 0.040 0.143 0.109 0.225%*%  (.178*** 1.000

Negati d

CEHE WO 0075 0000 0135 0038 0140 0239+ 0073 0555 #0204 1.000

of mouth

wk AAATE 0.01 FE(EFE)ANA frelF T
% p<0.01, ** p<0.05.
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{Table 4> Total effects of the structural equation model

Path Estimate S.E. CR. P
Reliability —  Regret —0.34 0.06 —522 0.000
Empathy —  Regret —0.30 0.05 —531 0.000
Tangibles —  Regret —0.11 0.06 —1.69 0.088
Responsiveness —  Regret —0.26 0.06 —4.43 0.000
Reliability —  Disappointment —0.14 0.08 —1.71 0.082
Empathy —  Disappointment —0.25 0.07 —341 0.000
Tangibles —  Disappointment —0.12 0.08 —141 0.158
Responsiveness —  Disappointment —0.34 0.07 —4.39 0.000
Regret — Bad actions 0.19 0.06 3.08 0.001
Regret —  Switching brand 0.27 0.06 4.13 0.000
Regret —  Protest 0.13 0.07 1.82 0.060
Regret —  Negative word of mouth 0.014 0.07 0.21 0.832
Disappointment — Bad actions —0.04 0.05 —0.72 0.470
Disappointment —  Switching brand 0.14 0.05 2.48 0.001
Disappointment —  Protest 0.04 0.06 0.597 0.550
Disappointment — Negative word of mouth 0.22 0.06 3.590 0.000
Chi-square df. P-value RMR GFI AGFI NFI
173.07 23 0.000 0.067 0.894 0.863 0.886
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