2l o) Faol A Aulz sl AE F &PA2e]
3 Exde) W AIBSE
zex, olsl”

Service Failure, Service Recovery Activity and Satisfaction with
Online Shopping Channel of Apparel Products

Eun Jung Kang*, Kyu-Hye Lee

ATolAL FAE Lekelad T ANS AUT AulA7L AN AT thFe Auls 55
A% Lo B s distel obn, Eak o) ulArh Wil eetel ago] Hstel zs)

Fo] Aulasiiel A% F Ade] diE WEE Boho] ofwe Qe A=A oprig sheir.
J oee oo felel £9S B ARABS TN wol dAEE Auls Fa Au ¥
9 LAt AT Aula HEGEE UEE 2w LA oE ANA BAS 2Alstel
AEe] eetel amold Ukt 4 Gl Fa Auls b §3e wedl, SEE AZYR, AR
el uigos vekhth 2ulxzh Quls As) 8] oeh anlxv) wEshs B g5 T o
shol @ 4 glolch 2uAE Auls Aus AWs)] HY |RAoR Adase] 875 A of
o AT Auls slEieo] dE BEEsL W ) o 248 Aow tehth vk, A7k ¢13le]
o] EE Aol nulalA Lrehie.

fr K o
)
o 1o
o e

o

)

Kooy
ol do

1=

f

A& Al

B =

2 o

fll

w Mo rlo
oo U
e
NS
lo
Ju
iy

r T—j i
T
i
ottt

ot

ook

o

N

o e

2 1o
my ©
e

i
K orfo
Y

FHO] - 2Tkl w3, ARlA Ao, AulA SE, Adubse, AR} 2|2

Abstract Unexpected consumer dissatisfaction emerges through rapid growth and expansion of on-line shopping
channel. This research focused on the fashion online retail channels' negative aspect caused by service failure
which possibly disappointed consumers. We also tried to seek for appropriate service recovery types based on
frequently offered recovery types on-line. Data from college students were analyzed. Results indicate that fitting
problem, insufficient information, product defect, inventory problem and slow delivery were the main service
failure types in apparel e-shopping. Regression analysis identified that among these types, insufficient information,
product defect, and slow delivery had significant influence on channel satisfaction after post recovery effort.
Results also confirmed significant relationships between channel satisfaction and channel switching. Consumers
perceived benefit level causes overall channel satisfaction level to rise while perceived risk leads to lower level
of channel satisfaction. Choosing desirable service recovery activities in each service failure situations is
necessary in order to raise consumer’s channel satisfaction in online apparel shopping.

Key Words : E-commerce Retail, Service Failure, Service Recovery, Channel Satisfaction, Consumer Perception.
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