http://dx.doi.org/10.18807/jsrs.2017.7.4.109

Journal of Service Research and Studies

g
<]

=U

9l

=]

J|lgol 33
Biyalogorsky,

|= A

4. %

1]
=
o4 —

M
fall

ok

M

i 2l

2.1 Nl

inJ
> 0H
=
& Dk

ar

]

—

[

ot

[¢]
N2 OE QHEl

AE

=
S

=2
=

3

=2
=

A

PS
Ll

q

==
=

A3

AHI
Zhu, Svakumar, and Parasuraman(2004)

Abstract
A
215t

R
SEEES

AR0AM=E

q

A

|EO
= oo

HllAL Al

ElZ, 0l

ALE

I

NSRS
/%._I

=
o

3

b

i ABIA

S

32 MHIAYHSl MHIARS M5
0

Oled

Ct.
g4 S

AN

o9
A2

=0l AH
SAG D QUACH M Al
=0t
Gerstner, and Libai(2001) 28 S MHIAAT g
==}

X
pS|
=

60
g
JJ
Kq
oD

ioJ
B{
&r

oy

AS

2 g

FACE O 512 =

=

ong

= 0|2
o1t MAIHIA

AT

ol
ulo

21
=2

== SWUAl

OZM 0]

3

(=}

=1

N 0

%2, Al

b

(S
=}

StO
=2

Al

—

[a—

Ch (DMEIA T

)
KM

RO

J|J
1o
O

t

b A A &2 S

MNUIAATHOI e SE2401

uw
OF

=
N

el

1o

ol
Hr

HOb AMEIAATH 3

MUIAATHO HE

E

FXIEH AlH

el THAIHI

[¢]

10| o

=
[

=
[

(I

ol
=2

KK
S

<

J

oJ
ol
ot

&I
H
mr

ioll
<0

k

—
[

(H

=

[

], A ¢le]

109

glo

]
(HRF-201512-005) &toll OIROIB&SLICH

2|
hshs@hallym.ac.kr

=

tCh.

[¢)

215, A2, B
X

A~

’

2301 HiEHA
bz

—

7, A74]

o

=
S
=l

2]
=

o

2

i

210[ Bt

—

Ao AJu]A

=2(20174 102 312), =ZFL(1xk 2017E 128 129), ATWEE (20174 128 229)

ol
iz
qL




Me|2oiT, HM7H M4z, 2017. 12

1. M2
©AHIOIRI HR A/ =210 OtE =+
=S & AHOIAZ WHIGHD, XXM CHEH 24f

o o0z ZLIFEZS MISIASUICHAIHZ2[IA
ol HIZ e

Eg)" " HiEE Ha HEHOH SEAZEH
o O Has HHEGH, HAZS0 et 249
o0z oIS MBoRIELILHBER).

NHIA=E MZXet D24 A2 AsSHES Sl
HMSED 20 MEUSUAN L &It 2l

Kim, 2001). L9 &5, DM &5, (2 DA ¥
S SN 22 S NMUIATIUA X8ots I
Q012 12 CHABIN MHIAMIHE BIMGH 2o

IE =+ UATk= &0l & Ledd UCHTax,

Brown, and Chandrashekaran, 19989).

OOl (et MHIAEXMS MHIAATY 25 ERd
o KBIASIS =252 JHXI0 Ciet 282 UAE2

OlHA StCHAN, Lee, and Choo, 2015 Kim and

Ahn, 2012; Roschk and Gelbrich, 2014). CHFsH A

X ¢3S Soll MUIAADH g5 20| D42
SOl D&M 2802 -0 <UL

=
o
288 FHAE: S =2 = Us A2 2
i

fol

-

-J
I

EH
=]

40ICHZhu,

J
==

Of
Q'E -
K]

0 = g

SHE XSNMXIS MEIAATY 3=

ABAHR
=) ol cH
A2 HMAlGk=dl 8HE 2011 UAC
Svakumar, and Parasuraman, 2004). [, oflel=ol
YA AR ALM: Zhu, Svakumar, and
Parasuraman, 2004)0E 2040 3= HIEW IS

=

Al 2= HIE & Zol=ll K2

=2
N

|
q2t !

ol

J

Ja
oL

[_l_'_[_
0

Jm
ol

ol "isre2
=H o=

U A0 S AAHGIA SAED A= 2o ol
e

MAHIA S A2 TE HIEF
HlAslS Mef UAS EAXNOZ XHGHA 2ot
A= 20| SA0ICH

012t 22 S2HCIANA SL5I0, 0 HAR0AE
MNHIAATH 3= &dgsS 78t Zhu, Svakumer,
and Parasuraman(2004) 201 J1Z1D240 CHet =
& CIMEIBE SEXNOZ XYHE Bydogorsky,
Gerstner, and Libai(2001) 282 AA e &
20| Uist g2 ZMHEJACEMABIAATD] A=

N MHIAZISS

J

iRl
Jo

Felghr? QMHIAAMI A2t-0ILE P00 22
| &2t M Olelet g2 Of

| oo
0 b
0o b
o rﬁ
]
nE
S=0)
= I
M4
i Ay
(@]

=}
e
1
=2
x
rr

0280 CHEH =AY 245t

MU
40
o
e
x
m

o
—
g
e |
4J M oy
k>
02
ror
@D
<
QO I
g
o
Q
>
@

282 /XS0l SL8& MHIA

N MR8
5L
= |0
1%
I
o
2 N
0
o s
&8 a
;99%
= 3
9«
mlm%
o U
= Q
>..
z g
|>‘§
>

U
i
k)
2
1o
10
P
Qﬂ
1
o
fir

=
=
=2

rol
e
0x > -

30
rr
HT
0
3
o
re
]
=
x
=5
1>

LRI B AOIOR PAN 0l 2
Ol OHE S oAMRIY WA S0 Zhy,

ofl, 0l H0IME AHRAIRIE 2260 AEIAY
HOF B4R 2ol HAHIA +FS de8g = QU
= MHIAYTH &30 =8 XFACL

0 &9 FRE=

NBIAHE MBIAADN 35S fIet QMEEZ

110



Muladln 552 9fet

MAHIA

. (QMHIASHDOE MHIAATH
g Soil DA |XE
NBIAATINS &2t SIH0l Wt 24
=clotdd, AL

F=ENs =l

SN PAFRESEM Ol
|

H0

fon

cCog3{
ot

0
}_

9'1

Ir

oY it

40 njo mo

o r
ro
=5

b

12
HO rir o

ol

ne
il

»YOHE 0
flo

A
=
=)

2
o o
>
> =

1
iy 0

b0 o
9

R
N
2z
=

|
=t:=|
Ol
SU

0

e
x
m
T
Ol
-
ol

10
P

=2

ﬂJIF mEl

e
x
m
o
1]

®
o

0z
e
[
m
T
==
O
o
r
o
rr

HIAAI 3|5 &=t
§ 30IM MEIAATH 3
o 2E= dXotl)
I sl=s I zH
§ S0IA AIAFE Ecelgt

ALt

[

Lt

N
e

=
E’n_:"n'_'

r2k

2.1 AMH[AAD

>
=5
Ve

Alljet MEIAEEUNA 2280H S2tE=S
2He It CHel 22X R4az N
UCHAN, Lee, and Choo, 2015). AEIAAITHO 2t
A= A AHIAADHS] |REW U=
fole JI=d A(0: Bitner, Booms, and Mohr,
1994 Bitner, Booms, and Tetreault, 1990; Kelley,
Hoffman, and Davis, 1993, Kim and Ahn, 2012, Tax,
Brown, and Chandrashekaran, 1998)2t AMUIAATH
2= M| 28 A2 A2 5= QUL

NBIAMTHE AINIGHH =FotitE i Crefet

SUE

na

111

FECZ U= += UXIRHBitner, Booms, and Mohr,
19%4; Bitner, Booms, and Tetreault, 1990; Kelley,
Hoffman, and Davis, 1993), 3l 2FotAHE Z0Hal
IH(outcome failure)2t WA ATH(process failure)2l S
E I 1988,
Parasuramen, Berry, and Zeithaml, 1991).

2 TH(outcome failure)s F=  SHAAHIAZ
AIHE 2l0I8tCHZhu, Svakumar, and Parasuraman,
2004). g E01, AAEHUA Y Eel= AHO

dE NiSotks BRLE ESA0IA

ACHGronroos,

u

ZJHO

X2 EAIl
S/ oE =

ot B9 ZMAZ 2R 5 UCHRoschk and
Gelbrich, 2014). 227, M3Z& S 0l0l i

A

=]
= T

VM| SEOILL 23K

Ol0f SHEHE! 2= QUCHAN, Lee, and Choo, 2015)
MBIAATH= D29 §E2 ZAAIZ Z2UEC
0

=

2 92 UEEZE 0ot IEEEY]
EICHKahneman and Tversky, 1979 Zhu, Svakumer,
and Parasuraman, 2004). AHIAAITHO el
2 OlZot= £8 MulAB™CEH gt 23A
- ot 2 =
Ahn, 2012). MHIAAITHE HUZ 3|=6HK

DA01", REH AMdE, 0|129HA S
N Ulk= &0l 2
Brown, and Chandrashekaran, 1998).
C2ez MHIAZIE M|
HAet OIBA A=z
A=
ekl CHst ABH

el 0ls2 Crdet &

b=t

A2

= SsHol|l=2
g9 E=AE

A

o
.
=2
= .

0

r
J

HI
Ju
> o
ale

0f0
ol

A=A
2o

T
Jz
o

HtCE ABIASIS
S=5FotH 0IoA
£ ol MblAS
[CHOHI: An,
, 2007; Lee and

e
4]
rr

o

Ol
i)l
HI
Jx
Ot

o

3 0z
8]
=
ol
kJ
%0

2
g



Me|2oiT, HM7H M4z, 2017. 12

Kim, 2001; Choi and Choi 2014; Hoffrmann et 4.,
2008 Roschk and Gelbrich, 2014). 1 80l Zhu,
Svakumar, and Parasuraman(2004) S 449 32
E MBIASIE MO AY eEs +2I28S Sl
OI2Eo=z DM5ID A=, oF ¢ DAl o100
WO, 20 XMIst L= O 2ol Helokd
Ch.

2.2 MHAATDH 5= XM=t

AMHIA

2Mel MHIAAMTH 318 Zedlh MHIA
3|5 =9 JIXIol igt 2¥e CH=AE=2 0IoA
SHCHAN, Lee, and Choo, 2015 Kim and Ahn, 2012).
Ciafrst AISH oIS Sofl MEIAATH 318 20|
28 S0l JIEecEM Z2UNoZ TP
O AELt 2HF [EOE S8 =Y £ Y=
2 22X UCHCho and Choi, 2014
Svakumar, and Parasuraman, 2004).

Lee and Kim(2001) S70IA=

cyel® 24, A

MELES)

20

Zhu,

ANBIAZT 3=

X—l:-X—i E;AE

Kim(2001) &4=201|

Ne 801, Atdt, M=ds 28 |RE2 2ME U2
HIAIGHFACH

Bitner, Booms, and Tetreault 212(1990)0IA= €
H(acknowledgement), &% (explanation), At
(apdogy), 2AHcompensation) S 4572 AHIAA
I 3l5 &2 REO=Z HAIGHIC

Hoffman, Kelley, and Chung(2003)2 15012 Xl

o NHIAAT 3= Ms BABHS(compensatory

responses), ESKI &I (action-oriented responses),

DIEPHFC’(other responses) S 3RECZE EFoIN
HIAIGHACH. t’F‘D(oompermtory responses)ofl=

L2(gratis), &0 (dsoount) Z(ooupon), REE1
dI01=(free  upgrade), EMS (free  andillary
product) S0 LSEICH, HEXELS
(action-oriented  responses)fil= ETHCHXI(total

112

replacement), =& (correction), CHAI(substitution), &
=&t=(cash refund), WA IZ(store oredit) S0l 2
St=ICH JIEHEHZ(other responses)tils ATHEE K25t

(e]]

(failure escalation), *”(empathenc) PNy
(menageria intervention), CHE Xl ™HZ&(referred

customer elsewhere), £EH=(no response) S0| =&
SICt,

Kim and Moon &22(2007)0AE AHIA A0
2 Mztg 2EE =0H(compensatory  aspect),
pS)

tob

Z0(action-oriented  aspect), Al2IH
(psychdogical aspect) S 3R&2=z 2F6t01 Xl
GIRICH.
MHIAATY
X26k= JkX ILP DJEOH =8S
MUIASRHCl &
g M= MUEC=Z MIESHEOICHZhu, Svakumer,
and Parasuraman, 2004). ORHIEIDH MEIASIS &et
ol= HIZ0 Tigt ne2oF Zestdl ol

=2

e
1
rr

DYNIE ER i

rr
1
Jo
J

1>
HA o
o

Jo
FEl
x
=
|-
ton
Jt

A O Hu o

=}
A o
4 10

NHIAAIH A0t MHIAA
SIHA 3= BAES HAlcte HHEEA
MNHIAATIN 3= M0 CHSt
HMIAIGHK Rot) USH
(Zhu, Svakumar, and Parasuraman, 2004), 0f|2I& <
2 XEE Zhu, Svakumar, and Parasuraman(2004)
ARG ZUA 35 HIE0 HEAT 35 HIgo
st J12d XIES NAlSH=H HEL0 UK sS4
NIHINA S2ZD &

02

Oll

NZ OE HIERXE XU S8& AMUIASS M
JINE SHCZ XHotkl Rotdl UCH 0lgt



MolAsla) S22 Sfst ZoiH B4 oix o

SHeIAN et O AR0M=E JI=10240 CHst

OIMIEIBE ZXH&t Biyalogorsky, Gerstner, and

Libai(2001) 2ES AHIAAIN 3= AE| E=SAl
I. X

H 031

Tab. 2-1 Comparison with Existing Literature
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Fig. 3-1 Utility Distribution
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=0, 0l= A=ZD0l X0 1222 22/0[oH 20| SIIZ B0IgHs A= =AO2 0|120{M
STE RES LIGIHA, AHIAYSHE A=Y QAOM, ZEEOI MHIAAIY 3= M| CHeH 7
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o | T 8—XT (C004)0HIAT AHIAAITHO| AI2tA AZ01| et AHIA
Firm Profit H,:5‘2(32—X2)—65(16—8X—X2)+3(32—16X+5X?) =2 st FHIg E +&F2 HEH Z2&ol=

24(8—X?)

210] HFZRIEHR XS HE UXISH A2 CI2 HIB
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A Theoretical Sudy of Service Recovery Srategies

Hyun Sk Kimx

ABSTRACT

Designing cost—effective service recovery strategies mix has been recognized one of important issues
by both service researchers and practitioners. In spite of the rising interest in them, there has been
scarce studies on them.

In this paper, we try to find cost-effective service recovery strategies mix via game-theoretic
modeling. Especially, we focus on the possible incentives such as voucher type reward and service
re—performance which have different cost structure.

We investigated three questions about the topics as fdlows:(1) Should the service firm use the
possible incentive scheme such as voucher and service re—performance for service recovery?, (2) How
much voucher and service re—performance is adequate for service recovery under diverse service
failure severity level?, (3) How much voucher and service re—performance is adequate for service
recovery under diverse threshold level to make the customer repurchase?

The results are as follows:(1) The use of both voucher and service re—performance for service
recovery results in greater surplus for the service firm. (2) The higher gets the service failure severity
level, the higher total incentives are required in the equilibrium. As service failure severity level gets
higher, higher level of discount might be more useful to the service firm. However, service
reperformance should be cut down above some critical level of service failure severity in the
equilibrium. (3) The higher gets the threshold level to make the customer repurchase, the higher
incentives are required in the equilibrium, and the higher portion of voucher incentive is required
relative to that of service re—performance in the equilibrium.

Keywords service failure, service recovery, service re-perfarmance, voucher, game theory
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