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The Study on the Relationship between Service Provider’s
Authenticity and Customer Voice in Service Failure Situation
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Abstract This study examines the relationship between service provider's authenticity, customer
voice, and customer behavior in failure situation. This study employed questionnaire survey and
collected 216 data. The structural equation modeling (SEM) method is used to test the hypotheses
of the study. As a result, the service provider's authenticity has a significant positive effect on the
constructive voice of the customer and a negative effect on the destructive voice in the failure
situation. In addition, constructive voice had a significant positive effect on relationship retention
intentions and destructive voice had no significant effect on relationship retention intentions. This
study suggests the importance of customer voice as well as the factors to increase customer positive
voice in the failure situation and provides an opportunity to be interested in customer voice.

Key Words : Authenticity, Customer voice, Constructive voice, Destructive voice, Relationship
retention intentions
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Authenticity (Gronbechs 0=719, Construct reliability=741, AVE=629)

-The service of the service provider felt authentic.

—-The service provider felt really sincere

—The service provider provided a service that revealed his personal inside.
—-The service of the service provider felt human

Constructive Voice (Cronbach's a=.736, Construct reliability=.747, AVE=.635)

-Suggestions to improve work practices or procedures
-Suggestions about how to do things in new or more effective ways at work
—-Proposes new ideas about how to work

-Speak up about the problem until it reaches a consensus
—Advice on how to fix the problem

Destructive Voice (Cronbach's a=.716, Construct reliability=.786, AVE=.617)

—Criticisms about work procedures or methods
—Critical comments regarding how things are done
—Criticism of policy

—Criticism of the goals pursued

Relatiorship Reterttion intentions (Gorbech's 0=779,  Gonstruct relibility=828, AVE=720)
=l am willing to maintain a relationship with this store in the future.

-1 am willing to visit this store in the future.
-1 am willing to purchase products at this store in the future.

exploratory factor analysis confirmatory factor analysis

factpr eigen %of variance  estimate SE t-value

loading value

752 1.000 - -
719 .948 .049 19.52
725 2405 1803 gy 046 20.84
.698 933 .053 17.66
.798 1.000 - -
746 907 .047 19.21
757 3.090 19.31 1.075 .058 18.42
738 924 .046 20.15
715 1.021 .059 17.29
792 1.000 - -
767 1.082 .056 19.36
71 2845 17.78 963 .055 17.51
736 .938 .052 18.16
751 1.000 - -
704 1.933 12.08 1.082 .059 18.33
.658 939 .055 16.94

(%) ? : Average Variance Extracted
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Table 2. Correlation Matrix
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