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A Comparison of the Effect of Service Recovery Efforts
based on Service Failure Types

Seul-Gi Lee - Dong-Jin Kim'
Dept, of Food Service Industry, Yeungnam University'

Abstract

The purpose of this study is to identify the differences in the effect of service recovery efforts on consumers
satisfaction, word of mouth intentions, and revisit intentions when exposed to service failure situations. The
service failure situation was classified into outcome-related and process-related failures. The service recovery
effort was divided into financial and emotional efforts. Using a scenario technique, this study collected data
from diners in Daegu and Gyoungbuk province. The results of the empirical analysis show that the effect of
service recovery efforts varies depending on types of service failures and recovery efforts. Also, the interaction
between service failure types and service recovery efforts was confirmed.
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Outcome-related failure-emotional effort Outcome-related failure-financial effort
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FoY AY e ATED W AN sl A4 oY AY BAle AFED W A4S Bkl A 4
ol 7712 AR GSUT A AGo] Sol7} 3t glo|B o) 77 E AR S HE‘r A Al E017F & HolE
A A= E FAFUTE 1080] Aoyt FHLL G4 o A=—E FAkFUTE 1080] Asey FHAL B4l
o] %2 GopatElA] Eom, 158F A Follof T o] $ES dolxleA] E o, 15%F A Follof F
elo] thhsh 5 ATh Avk F S40l A Al thpsk FE wekeitk Lok F 220] AT
Slof AAHE AT HE SR% WA AT He] AN AgREs e SR W0 AT
o 2ekm FEegoh, e v slo] Pael F o) dehm FRAD O, FALL vhE gol Pale] &

ol Fel& 71€°lxl ZhHUch e ?%*%101]711 woll F2E 7]&olA EPFUT. Bl FHLA
AEH o2 AMu| 27} 1°4ﬂJ— dEe &3, 9 ]&-X‘Ofn‘ M2zt AdH 1 9E5E 43R, T9Y
= S AE| 2o 2RSS A FTE Hem HoE ARRRAIE oA 91, 2 Re RS AlEs
AtrelglE U o] F APAp7E Ftotst thA] g HF 91%145}. Falo] A v 3 AAstaat & o F
SHAl Abstgl o, Adgel Wig AE A= slge] AL A2 AR 2ot Al g =R @l i AR
FAFUT S8 W] AlgHd e ZA2 A AR &4 gE 8 FAEUTh

PR Al H AFU T

<Fig. 1> Scenario.

AR, MB35 =g tigh AR = S o] &8tttk AEAE 20159 5E 195
=3317] 98ko] Kim, Choi®} Han(2009)2] ?i? B 20151 62 204714 5047t F 3005-5 Wi
£ Fxot] 3RF R FASAL Likert-type 7 SFRAAL, 35 290 FollA] SHe] T 7
A HEE o] &st S5k £ A3 29355 EXo|| Algstth

A, Anake] 1A 597 #et s FHE ARE FA5] flal FAIT71A] SPSS
F3al e s Ao A4S BE 159 33 20 ZEIRS %%—8}04 H"“E},\ , e B
6T WEAHE B MIAHEE o] &3te] 4 Ao o] &¥ FE I 574 Tkt flaf Wl
o). S5 (frequency ana1y51s) AABHATE = 8

AT} A=A, FHAFI] FAdAE

4. A2l 3 2AE Z45t7] Al FHBA A& AAEA o, o

B Ao B 204 o =) AT <4 Arhi R B4 (two-way MANOVA)S A
Z2HIZLE H2 o7hY oW YA FAE %%:} 7 stk
ol e T - AEAGe] AFAE ddew
AT Ats S SEAE AEA °ﬂ et V. M1}

& AAelE whgoz 4 Adske A71719)



210

2z aks|A] A 227 Al 83(2016)

{Table 1> Demographic characteristics of the respondents

Outcome-related failure

Process-related failure

(n=144) (n=149)
Variable Level Total
Financial Emotional Financial Emotional
effort (n=72) effort (n=72) effort (n=72) effort (n=77)
Gender Male 27 35 25 29 116
(n=293) Female 45 37 47 48 177
20~29 24 15 21 15 75
Age 30~39 17 23 17 32 89
(n=293) 40~49 18 19 14 15 66
50 or older 13 15 20 15 63
office worker 16 17 12 14 59
Engineer 7 6 3 7 23
Public officer 2 5 7 4 18
Occupation Professional 4 14 2 2 22
(n=293) Independent business 4 6 11 14 35
Housewife 13 13 15 21 62
Student 24 11 18 15 68
Others 2 - 4 - 6
High school graduate or less 25 34 27 16 102
Education level IWwo-year college graduate 23 12 18 8 61
(n=293) University graduate 24 2 23 41 110
Graduate school - 4 4 12 20
Less than 1 16 26 16 11 69
Monthly income 1 ~less than 2 8 12 14 20 54
level (n=293) 2~less than 3 8 18 25 9 60
(million won) 3 1o than 4 19 13 14 10 56
Over 4 21 3 3 27 54
Service fail Yes 41 33 47 48 169
experience (n=293) No 31 39 25 29 124
1. E=0| oIS &4 55 =8 2zl =2 SHAE 2HoR T
FE TR AA FHEAE 2937olvh AW dshal, T A9 AR AFA, A A s
2= A 3 T AF A gl =2d S =8 Al =3d SR 727, 7790l A
o} FALAT gt =E2H SHAE 2tz 144 HE P o] 1167, o4 177522 Ve, o4
v, 149901H, AF A 8 F AFA, A o] EAET B2 Ao SRIHIT A7 20
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{Table 2> The results of factor analysis and reliability analysis

Variables Item

Mean (S.D.) Factor loadings Communality

I am satisfied with A restaurant’s recovery .

In my opinion, A restaurant provides a satisfactory recovery

Satisfaction S€rvice.

How satisfied are you with the quality of recovery service?

4.06 (1.23) 933 826
3.99 (1.37) 916 870
3.93 (1.40) 909 839

Cronbach’s a=.907, Eigenvalue (Variance explained)=2.53(84.50).

How likely are you to spared positive WOM about A restaurant

service? 3.59 (1.13) 953 .882

woM | would recommend A restaurant service. 347 (1.27) 939 .908

intention :rfy m[Z rf::is(at:j:azére looking for restaurant, I would tell them to 337 (132) 912 831
Cronbach’s a=.925, Eigenvalue (Variance explained)=2.62(87.37).

I intend to visit A restaurant service for my next dinner. 3.58 (1.25) 952 .866

Revisit 1 Will continue visiting A restaurant for my meeting. 333 (1.25) 931 .906

intention oy, likely are you visit your next meeting form A restaurant. 2.83 (1.24) .909 .825

Cronbach’s a=.922, Eigenvalue (variance explained)=2.59(86.58).

o 759, 30t 897, 40t 667, 50TH ©]/do] 637
o2 Uehskon, eJ2]1A] o] 8 A] AfH] 2 Ao
AEE AL Al Ak gEe SHAE 169
W, Ade] gitky 9 SHAE 1247 o=
B, Fputarol/do] oA A o] & Al AE2~ A
HFas 72 oz It

2. SHTF0| B A Azl 2

B AFdM e A7 Al 94 g

e gddelinde o) 849 4 e F
FEE Hole 7HE 9fvlshe 2 S Z(Kim, Kim,
& Leong, 2005), 8215-4]0] Uutz9] =7l o]

CHLee & Kim, 2013). & 7ol 5%, 7719
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{Table 3> The results of correlation analysis

Inter-construct correlations

Variable Mean Standard deviation
1 2 3
1. Satisfaction 3.98 1.24 1.000
2. WOM intention 3.45 1.19 787" 1.000
3. Revisit intention 3.16 1.18 707 859™ 1.00
** p<.001.

T
23 9% =g 3 ARY B o] W,
PR E, ALl Ee] Pito] e oz v

i 1y destg g3 1% A3 (Table
5>eb Aot WA ohAs A% d2E B Ao
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{Table 4> Means and standard deviations of the dependent variable for service recovery

Outcome-related failure (n=144)

Process-related failure (n=149)

Dependent
variable Financial effort (n=72) Emotional effort (n=72) Financial effort (n=72)  Emotional effort
[Mean (S.D.)] [Mean (S.D.)] [Mean (S.D.)] (n=77) [Mean (S.D.)]
Satisfaction 4.25 (1.16) 4.04 (1.29) 3.26 (1.11) 4.34 (1.13)
WOM intention 3.88 (1.20) 3.57 (1.12) 2.96 (1.10) 3.38 (1.15)
Revisit intention 3.84 (1.10) 3.19 (1.15) 2.57 (1.03) 3.03 (1.10)
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{Table 5> Multivariate and interaction results
Independent variable Dependent variable ~Sum of squares Mean square F p
Satisfaction 4,626.939 4,926.939 3,334.918 .000™"
WOM intention 3,494.678 3,434.678 2,650.121 000"
Constant stk
Revisit intention 2,930.392 2,930.392 2,409.307 .000
Wilks’s A=.077, F=1,151.266, p=.000
Satisfaction 8.722 8.722 6.286 013
WOM intention 22.748 22.748 17.251 .000™"
Failure sk
Revisit intention 37.798 37.798 31.077 .000
Wilks’s A=892, F=11.643, p=000
Satisfaction 13.695 13.695 9.871 002"
WOM intention 248 248 188 665
Recovery
Revisit intention 707 707 581 446
Wilks’s A=.912, F=9.286, p=.000
Satisfaction 30.498 30.498 21.982 .000™"
WOM intention 9.934 934 7.533 006"
Failure recovery* .
Revisit intention 22.129 22.129 18.194 .000

Wilks’s A=.892, F=11.532, p=.000

* p<05, " p<0.1, ™ p<.001.
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<Fig. 2> Interaction of service failure yype and ser-

vice recovery effort type on satisfaction,
oral intention, and revisit intention.
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