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Festingere  Adnd =3 ASIHEH,
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(Rhee and Kong, 2007). HjAIZFoL} AEZF 7o B
A AL AHAE Aplzd] BRESE U 9
S vAA "k ATE uiElo g thed e
AT 7H-E& AASHAT
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2 vlEHoR AU F Lo} 24 AshE
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(Rhee and Kong, 2007). webA T 2o)
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<Figure 1> Research Model
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Me|aalufo] SEdodnt pZty X|2iof Hots ojX|= Lolof msh oIt

4. o7y 0the} 0Ti7E FE olFw Y HEmE FHoR
AN oH, T F A2 1d oy HxER F 9

4.1, 7HrH I MY AGANA A2 g AP ARES e
B oATE Az A Agel aniAge) 4 B AES ANSIS 3 207 deA7t s
gl Aqu) 2ol Tl AnAS0] ZkA} 3gshs Ay AL 17788 o] FrElon o] T ASHel B

2 Aol T3t Yo ® Yro] aulASe] Azt Ad ¥ B Aol EojRintal = 27
= AJux Ao A7k gk aold] B g E AL 15079 il s As 24 AAlst
ZA] BARN Y DA 2 Agl=L oz AR FEES F8 T FAISH 542 <Tab. D
0149 49 10-1797F A Akt oke THES

<Table 1> Demographic Characteristics

Item Frequency Percent(%)

Male 0 53.3

Gender Female 0 457

20's 110 73.3

Age 0's 20 267

University student 124 2.7

Job Graduate students 12 8

Employees 14 9.3

In university 130 6.7

Education university graduation 8 5.3

above graduate school 12 8

Employee 59 39.3

Service failure type Food 30 20

Waiting time 61 40.7

Total :150

o0& Ao, SAHIES Kim2008)2 AT
4.2. Wi4o| EXX o] THoE B Al 3 4 Helst Mulset
ool S AR MEmL et Aus  SHS Ho] SESTL amldel mEE Sl
o HE wE AT 7 Aoy, =H GEo g 23, e o g s = e 7|golt
Schmiti(1999)s} Kong(007)e] 78 olgsjel 1 ool VN THo= TASITOM, Likert 74 552

Aol G 54 Bekslel Azt S4jo] pge) TSIl SESEN:

Bk FQ9E0 Aulae UE 1R A ek o e SEEE U 008 Al ZIRS S
Fo] AuAE Zoldity 1 3o AMEAQ M|~ I el mE AH2e] tig T84S sk
CUEsRl 5 400 9Row posigny  Sw ofE SR SAIES Km0
& zHIAFEC] JHRE ZHACl A, Alzbe] = A kst g a3t Agolh, AHlae 2
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ou7t ISIH, o] BA AR ol Tajk 4R
olit}, thE I3} vlwslel I 3o AHlAE wg-
230 58 FHE F Ul FEFow FAE
o, Likert 74 AEE AR83le] =439tk

Au|zAdafel] ot 58 92 ‘AR 7]
She = olste] Aulzel tish e o = AH
2 5 olgkal Aofstar Cheong(2002)9] A=
HoE & AT B 4 Beksle] il F
P FelHElE S AAE Higks 878 81
= Zlojty, Mz AuE szl o= 4
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<Table 2> Questionnaire Items
Variables Questions Scale Source
Negative affectivity bitems Levin and Stokes(1989)
Social comparison erception level 4ditems Kong (2007)
Past experience satisfaction 4items Likert 7 point Schmitt(1999), Kong(2007)
Company image 4ditems Scale Kim(2008)
Service failure ZOT 4items Cheong (2002)
Service importance 4items Kim(2003)#} Lee(2005)
Service failure severity 4ditems Weun et. al.(2004)
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<Table 3> Confirmatory Factor Analysis
. Standard Construct Cronbach’s
Varlable Estimate t-vale o AVE
error reliability alpha
0.83 0.07 11.91
. .. 0.81 0.07 11.50
Negative affectivity 0.2 0.07 1164 0.974 0.903 0.891
0.77 0.07 10.70
Social comparison 0.90 0.06 13.89
i 0.92 0.06 14.61 0.961 0.892 0.927
perception level 0.86 0.06 12.96
0.72 0.07 9.91
Past experience 0.81 0.06 11.79
catisfaction 0.93 0.06 1474 0.947 0.898 0.893
0.83 0.06 12.27
. 0.79 0.07 10.74
Company image 0,88 0.07 2.2 0.955 0.921 0.905
Service failure 0.85 0.06 12.81
JOT 0.91 0.06 14.37 0.969 0.912 0.943
0 0.97 0.06 16.13
0.93 0.06 14.83
. 0.90 0.06 14.16
Service importance 0.92 0.06 1457 0.972 0.933 0.91
0.90 0.06 14.16
Service failure 0.92 0.06 14.82
) 0.95 0.06 15.69 0.977 0.935 0.961
severity 0.92 0.06 14.77

x*=450.07(df=209), p=0.00

GFI=0.89, AGFI=0.73, NFI=0.91, NNFI=0.91, CF1=0.92, IF1=0.92, RMSEA=0.088, RMR=0.04

WSE Bo RIS A% B 29 (g
5.2. 7pM H= As+AmELA Fol 1& FIA gore
B A7e] AR HFs) o) LSREL 83¢ WY TS Wdle WRERAel Alnal 2
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<Table 4> Discriminant Analysis

Social
Variabl Negative Pa.s t Company Service comparison Service Service failure
ariaples affectivity ::;:fl; S?if; image importance perception failure ZOT severity
level
Negative
affectivity 100
Past experience 0.01
satisfaction (0.09) 100
. 0.00 063
Company image (0.10) (0.06) 1.00
Service 0.11 080 063 100
importance (0.09) (0.04) (0.06) )
copocial 008 0.80%+ 0.75%+ 083 L00
serception lovel | (0.09) (0.04) 0.05) (0.08) '
Service failure 0.05 —0.78%x —0. 7o —0.80 (.82 100
z0T (0.09) (0.04) 0.05) (0.02) (0.03) '
Service failure 0.01 0. 75 0,70k .93 0.82+x .89 100
severity (0.09) (0.04) (0.05) (0.02) (0.03) 0.02) )
( T EELA, * AAITE 005 FEEDAA fod AT 001 FHENA frelF
=3 s AFF Ad x=18.26(d=4,

p=0.001D), GF1=0.97, AGFI=0.76,

NF=0.98, NNFI=0.90,
CF=0.98, IF1=0.98, RMR=0.03& Z+= EFo| E=5
At Gubzom myo] HPm AolM A
FAQ GHZF 0.9 odd o, 18ja2 RMRo] 0.05

NEIZE 0.90)1d o) Bt} £2 m3ow Hridct
B AT A7RYPS HIE AGHY o] 7IEs %
SA7IA FShARE GEIE N, CEZE 0.9 A3lska
AdHow e AR ZAsh] wieol,
T NAES] JAFFAE Aol FE7t ik

o531y ), TElm 2B A4S AGEY} 0.8014,

<Table 5> Hypothesis Testing

FerET(Hair et al. 1998).

Hypothesis Coefi?zint t-vale Results
H1 Past experience satisfaction — Service failure ZOT -0.26 -3.65 supported
H2 Company image — Service failure ZOT -0.30 -5.26 supported
H3 Service importance — Service failure ZOT -0.41 -5.74 supported
H4 Service importance — Service failure severity 0.60 10.80 supported
H5 Service failure ZOT — Service failure severity -0.34 -6.99 supported
H6 | Social comparison perception level — Service failure severity 0.05 0.95 No support
H7 Negative affectivity — Service failure severity -0.03 -0.95 No support

X’=18.26(df=4, p=0.0011),

GF1=0.97, AGFI=0.76, NNFI=0.90, CFI=0.98, IFI=0.98, RMR=0.03
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A Study on the Factors Affecting the Service Failure ZOT and
severity Perception

Ock, Jung Won* - Yun, Dae Hoong** - Eum, Seong Won*** - Yim, Sun Joo****

ABSTRACT

As the development of service marketing, research on service failure has gained more and more
attention. This research aims to explore factors influencing the service failure severity perception, focus
on consumers internal propensity, ZOT(zone of tolerance) about service and comparison with other
consumers in service failure situation. According to study results, it revealed that past experience
satisfaction has negative effect on the zone of tolerance about service failure. Company image also has
negative effect on the ZOT about service failure. While service importance has negative effect on the
Z0T about service failure, it has positive effect on the perceive service failure severity. The ZOT about
service failure has negative effect on perceived serviced failure severity. In contrast, social comparison
perception level has no effect on perceived service failure severity, and negative affectivity also has
no effect on that. In Conclusion, five hypothesis are accepted among seven hypothesis.

This study gives important point to researchers and service providers in the service industry. For
researchers, the result will be helpful them to further develop service failure and recovery framework.
For service providers, the results will suggest specific guidelines for recovering the service failure. They
can place emphasis on the serious point, so they can get a effective performance from the recovery
strategy.

Keywords: Negative affectivity, Social comparison perception level, ZOT(zone of tolerance),
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