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2.5 Auljx A

M)A Al (service failure)sh AH|ZF7F A& 0]

AN =7e =

e ggoz, Aus BuE Se

U AgH| 2

A=
=

7IH o]

Agshe 14
w740 AH] 2

]_

o] Atz Hoja 4 Qth(Bitner, Booms, & Tetreault, 1990). Parasuraman

et al.(1985)= AH|A Aujjo] dis] MH|A AF o] ARl ZIdiet A
n|x] Eshe Ao Folstrt,
Aifls FE2 olfE s T 4 Utk AlE 501, 5" ARt A
2T olg BoPsd A9, UR 2A B UR AHs ATH A9, Ay
7b ARG AY FHglol AgE HAdse] FHsAY A7t e BS
SolchKeaveney, 1995). 531, 7|dllAE A g Au2g gt @
Ak, Z]gollA ESHAl WS A/dolth. odl AMH|A Az 1AZe H
42 A Lo HE mA4e ogsty A4 AP o2 1A of
op7|sh RAH 9Jge wet,
[O8 2-3] MH[A Hufjo] TE 14 =28 AS
MH| & M
784 44
|
J |
=Hox x5 =4
HExoA || #E8H A || H XA
=9 (W.0.M) =38

——

o]/t

Xl

UEVE!

X

(E2X:Day & Landon, 1977; Singh, 1988, 1990)
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Al A Age 2t e disiM SelstH oE A" stz st

L a3=2 Ly Aoy} woro}, Au|A Au AZAte] SlE -8 4Zo

Z7)stH o)A o] T3|9f 812 Ly 47t 7HA HUTHERAH, 2009).
aHel AE|A Aol g4kl b4

T FAACl AL Tl el e
2 A kel ATolME FEAT SALS A
2 AR efute]l Y= mAH, A AlF ffute] A7} FopdsE A&

Fof oz7} dobittn st B@, HAAe A% o) oze] R4H o

of
o
filo
=)
rlr
B3
=
r

ol

oL

-

(dHAdat, 2018). ojwf A4, A
A 719l 1zx2 WS AE

| 92 nH1, g5 HEe
AT oA H, ThFgH BofolA AlH]

1R A2 .

4 o ofu
9

o
30,
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2.6 AH|A JE

AH] A 3] E(service recovery)o|st AH|A AWjE #H
Aol7] gl Aulz Aol def solt xo] st
(Bitner, Booms, & Tetreault, 1990; Keaveney, 1995). 1177
A gytdoz sjdstd 1A = EAT, LH(word-of-mouth) AHY
Alold, ol Sl 384 dFe nnte AHES oy AFolA el

Itk (Zeithaml et al. 2018).

o,

eI

fio

_

Mo

1A 9]
1=
11—

248 W

—

i)
ol

ol
i)

Mo Lt

P/xg

i

i

Ade e

Solat AFE] R /g 1A B

ol = Zol dFH. ez 7] AHjA
3 ES & Fdote] 1ol ASHE Aujsiz] ¢S wHo 4ol ¢ gt
ZotA| Hed o|AE AH|A 389 o/doletal ghth(Zeithaml et al. 2018).

A AH|A FE Mg AHIAE R A7l AERE AR &
oL Trle] AN SR AR V2R ANA ZRAs Asd 8 4
e ZAFeZH AMHIAE Ao AUz & JteAAS BY 5 Ao A
gne A ow AN g ES Zesin A4S iz 4S5
g Zolot, o]#fgh AH|A FE HEe AT 7|Fe] Aeag 2l AH]
s HAoR £ET 4 Ynh AMA BRONE 17 BE/ETES Jo
T U AHLR FEMKNHA A 3), H-gA, AT, diA Sl Yl 7HA]
HEZ B2EtH(Booms, & Mohr, 1994;Bitner, & Evans, 1994).
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X Zeithaml et al.

=
=

(

H|& A7t ABl2 952 S 9% whEo] njx=A] A7 Ao o] A+

H
L

. BAAEAY BET7T 9

]
=

Feichels

1

ox
(2018)9] #e AMH|~0] 3E zefo] 3)& WEM Z& ARE okof WX+

o]
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=
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2.7 AEl2 7d

ol 3E M=k A9 Jd sEe 2

I 7]t (customer expectations)®, AH|A AlFo thet A mpgo=R
MH| A QS grlske ol 7o S8t 1AL Ap4lo] Zhs AfHA
of tigh 7Idl A=E 7IEox2 AHl2 g
S NECETIP EERE R Ep
= ohE 2T melRe A, web o sdel Aeeh el AldE et

of gt} (Zeithaml et al.

eI
%
o
e
ol
ol
K
N
s
o
=
=)
1o,
e
ol
el

J
o5

4T

o
Stal olF FFAFTH 79 1A4E dS &
2018).

AEA Z|d= AHA AlSS B7teke 7]Ee] "ok 8RR V|9 1
4o} 7| & olslistal SAstal weEstr] ffsf 1240] Z|gE Hod
ATt Zeithaml et al.(2018)2 7IHjo] 43S 27HA2 AUt A HAA

T AB]X(desired service) A a1Zlo] HI7|E High= Fo] AH|AE H
gttt &, 17o] "Hry 4 Qlar” "Wrojopnt dtrhal” e 0| AH|Aolth
(Gronroos, 1982; Teas & DeCarlo, 2004; Sweeney, 2007). & H#A §3
o8 7k oS 1Hste] 58S = Ue HAA Y ZId=EA A AH

SH
=
X(adequate  service)= AHY F JAthH(Woodruff, Cadotte, & Jenkins,

1987). HA Mulae d17jo] AR 240 7|t aFor FZo] wWobs
2 & Jdom AR MuAE Wit 4D 4 gle AHE T

(Miller, 1977).

97Ql E4o] 9t o]l EAoR I8, AHAk 31§ Frolets A
o] ZAfgT. AH|2 51§ Frrolst 1Ao] gt thEA] FEEE Auls
o thpAS olslsta Aol WolEY 4 Gl A4 AuA 59 4
IR ESE S7ksHE 429

E
=
o
)
)
rlr
o
o m
[>
4
HN
ro
ok
oL
>
=
o
=

-
&
2
2
N
Q,
10
Rl
i)
>
P

_15_



T el Q= A 1AL Aol

7]

2 3 | dah ol
A gk AR g Fe 1A, AHEs 2L 799 BA aglel

g0
A 9730] et gepa,

2
)
n
202,'
D
X
)
1>
=2

[0 2-4] MEI2A0] BX MH|ASH 3% MH|A, 12|11 3872

5877t

X|H M| A

(&A: Vvalarie A. Zeithaml,Mary Jo Bitner,Dwayne D. Gremler, 2018)

(1% 2-41914 AAIG BEAE A A Szo] Sarde] mat Au|s
g 7ke] WYL Qebint 1A 2o B4 adle] Aol AAo] ]

A EH 0] FA AE|A p5Eo] ARFET] wiZo AB|A 58 e
Fobglo] olof sigEth. TRt AH|A 58 I AH|A Zpglo]| wEpA X
gt AE|A AdatoA] B Zpo] Ax[st= F8A0] F45 o8 #3F
< H Forlth olgtt AY A¢, AL AdHer A2 FAE 9
2 Bt 25 7|74 "tt(Parasuraman, Berry, & Zeithaml, 1991).

olel TjEo], A AME|AE Al 27H5T A 8¢, A A 2
FFS derh A =7 AR 8902 o] AH|A AlFAe] F
ol Zoj2tal Hop A AB|A o] WolHdk 518 4 e 7

ojt}, olo] whsff ZHIA g @12 ©@r]o] JiQA QARA nAo] AH|A
o digt &£4& ¢ Aot SE sth(Zeithaml, V. A., & Bitner, M. J.

i 1o
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AR oumz “wA", "WHAE"E our, A% == AR ¥
A o]gstr Qe AH|AA T2 AuH|AR HIlstEe ouzi, 1A &
2], I8 ofS%, AFu] oret= WiEE ZHdeltt(Jones, Mothersbaugh,
& Beatty, 2002). AH|A Amfo] theh & L2 o] 2L AlFA=
Agket 2] ofFBE AAsk= shue] F7HAQl adlolth Aufjo] FHet Fa4
= AT e Aol G wlAd, Ade] fzo] AZEsS nAe
38 Lgo] Adglo] HMITH(McCollough, Berry, & Yadav, 2000;
Mattila, 2001). olw, 7|4zt 114 A E/do] ko] FgF& mZtt
Zolot. AMu|A AlFAtet At #ANE e 142 AH|A AoE A
SAstH Hg ok 7} Yk Mattila, 2001; Hess, Ganesan, & Klein, 2003;
Priluck, 2003). 1231 AB]A Agho] AAL @ AJgte] AU~ HHO| A
=2 2 4 9tk (Roos, 1999; Roos & Gustafsson, 2007). =, AS o=
PT o] 9dFS mjz| Qolog Auiygog oLyt 7srEE EX =S
2t sh= 7FsAdol =obIth(Ajzen, 1991). Keaveny(1995)+&= %t P5of 4
Fe vz= 8= diof] gMFer dofr 7] Q5 CIT(critical Incidents
Technique: $8& A 7]&R)E ol8st] Anl2 A PFof Wde He

rr

R

L A7} ol# AL,
Aulz AT o] BE A ATE AHEE, TE dLEFlA Al
32

S0l TAL] Ayt v, Apu oot AgE ool mX|E T

e ASH A7 AREAL, g AtolAs AL Hol M o=

R, Aszg 344 wEa AT o=, A

= Ao Yehdth(#A 3], 2010). v

t Z9F f9d 02 +

A% ol ZA3 B4 my A B A7 Stk o] AFellA

ZPEE A onof JFS njAE 89 zpolet ZYHEHER A ok
- o

20 o2 o 2 2
[
N
N
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2.9 atAg 7P

oA"Y H A (Marketing Mix)g 7] A4S AelA mHAY ATE
GAsH] flof] ol 8= = 2 7o HAAE Trth(Borden 1964 Day
1994; Kotler 1997). 145 TWZAZ|AY A4} 4Fshed AHEE 4 QL
= o7 7HA 84 F 71Ye] FAIT 4 Qe 842 Z[Yge] AlFolu AH]
A5 HAIRE o Algsof ste 84S0l Ut E QArsES
Aot detsetal xotsiA Heke Alflof gttt o]Zlo] ‘mpAR R A ol
19609 A& wZtA|(Jerome McCarthy)= 4P=Z, A& (Product), 7+4
(Price), 8% (Place), &% (Promotion)?] @S AHSIAL. AEL AH|RL9]
YZNeeds) & 55417171 919t 2214 dEolu AH|IAE HehH, 7142 12
Aol 21& st gdo® AFO AA 7HA] Fe 1A A& & AL 9l
= 7S ouRtth. TS G52 AlFolut AR|ATE Aof|A] ofEA AdE
A2 AAsh= Aol L AFolu AHAE Al ddi vAS &
A|shH AlFolu AH| A

ShA AH|20] A9, AT 2H7E Bl o|FH 3, Au2zt ol
5 %

e
-0
Sv
2

2
o,
of
2
rr
o

Z
]

o
=
|
o,
el
lo
Jo
oflt
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rO
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i
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o
29
¢
)
s
)
o
o
=
S
1o
Am

e AH A ARG S fsiA AlE,
HAE AEofjof sh=dl, 1A Hi= A
Z(People), ¥4 (Process), =&
Are, Y 29al 294 S 7199 FA e el slem =7 S
OAF A4, 1AL g, Ao JFS w|x]7] wiEolth

THE A" 84 T A B Aol AHA AlsTA
S Tl A FFe mlAE BE PFAAE AHATF AlF
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[ 5—32] BHEY =X 0[SXt2| MH|A 2= J|Cf 37 =4A Zut
BF3}
&=4 H|EESL Al 4 g
A 291 PETS t folgE °VTF
(n=169) B oz Het
(&= 0.947 0.456 2.079 0.039
Al21g -0.083 0.115 -0.066 | -0.717 0.474 1.792
HAF 4 -0.027 0.120 -0.020 | -0.226 0.822 1.663
EZd | /34 0.344 0.113 0.271 3.027 0.003 1.693
SE4 -0.011 0.111 -0.009 | -0.095 0.924 1.865
344 0.408 0.112 0.331 3.648 0.000 1.738
R? =229 $A= R? =205 F=9.671"" Durbin—Watson= 1.844
) 0.657 0.421 1.560 0.121
A=A 0.110 0.107 0.092 1.028 0.306 1.792
g A4 0.396 0.111 0.308 3.555 0.000 1.663
=714 | w4 0.048 0.105 0.040 0.453 0.651 1.693
SE4 -0.012 0.102 -0.011 -0.116 0.908 1.865
24 0.225 0.103 0.193 2.180 0.031 1.738
R? = 264 29 R? =241 F=11.677"" Durbin-Watson= 1.903
&) 0.758 0.421 1.798 0.074
A=A 0.180 0.107 0.151 1.692 0.093 1.792
AHEA g 0.287 0.111 0.221 2.572 0.011 1.663
=719 | w4 -0.006 0.105 -0.005 -0.056 0.955 1.693
SF4 -0.043 0.102 -0.038 | -0.422 0.673 1.865
24 0.357 0.103 0.303 3.457 0.001 1.738
R? = 278 44" R? = 256 F=12.544"" Durbin-Watson= 2.121
g 1.214 0.433 2.804 0.006
Al21g 0.201 0.110 0.171 1.835 0.068 1.792
o= g% 0.283 0.114 0.222 2473 0.014 1.663
EZN | w34 0.087 0.108 0.074 0.810 0.419 1.693
it -0.133 0.105 -0.120 | -1.263 0.208 1.865
344 0.220 0.106 0.190 2.068 0.040 1.738

R? = 208 4= R? =.183 F=8.545"" Durbin-Watson= 2.034
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[# 5—-33] HIEY H=H O|EXe| MH|A 2|5 3| =M Al
BE3}
=4 HBE3} A 4 s
A g9l FEre t rogE °VTF
(n=180) B oz Het
) 1.565 0.452 3.464 0.001
A=A -0.126 0.121 -0.093 | -1.037 0.301 1.837
HAF 4 -0.030 0.109 -0.023 | -0.277 0.782 1.637
=714 | fIA 0.324 0.110 0.253 2.949 0.004 1.686
SE4 -0.124 0.095 -0.106 | -1.304 0.194 1.500
24 0.448 0.088 0.451 5.116 0.000 1.771
R? = 238 A= R? = 216 F=10.883** Durbin—Watson= 2.039
g 1.791 0.384 4.668 0.000
A=A -0.033 0.103 -0.029 | -0.319 0.750 1.837
g A4 0.256 0.093 0.236 2.754 0.007 1.637
=714 | w4 0.085 0.093 0.079 0.906 0.366 1.686
S84 0.003 0.081 0.003 0.032 0.974 1.500
344 0.223 0.074 0.267 3.004 0.003 1.771
R’= 221 £A9 R* = 199 F=11.677** Durbin—Watson= 1.979
g 1.220 0.401 3.038 0.003
Al21g 0.157 0.108 0.131 1.452 0.148 1.837
2parg A4 0.300 0.097 0.262 3.085 0.002 1.637
EZN | w34 0.054 0.098 0.047 0.549 0.583 1.686
S84 0.092 0.085 0.088 1.085 0.280 1.500
T84 0.075 0.078 0.085 0.959 0.339 1.771
R?= 234 £3= R? =212 F=10.638** Durbin—Watson= 2.030
(&= 1.903 0.380 5.007 0.000
A=A 0.266 0.102 0.244 2.606 0.010 1.837
=B A4 0.223 0.092 0.214 2.426 0.016 1.637
EZN | w34 -0.031 0.093 -0.030 | -0.336 0.737 1.686
SE4 0.109 0.080 0.115 1.367 0.173 1.500
R -0.040 0.074 -0.049 | -0.537 0.592 1.771

R%= 172 £=A= R? =.149 F=7.248** Durbin—Watson= 1.781
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o= o]gst= oA o] FAAET AH|A 3E Hute] tisf © =2 7|t
S ztn glom, I ZIgo mz|A] o= AYS otal Atk HE AARRE
o EF, 58 aAdR WE Aolw I wE WEY 434 o4 F o4
o A%, MulA 3|Ho dis] A¥tHoR wEst Ado] Qe AcR whd
o I FoANE EAIE AT AAH JfAT HEE Hg 949 e
B Aol7k P A Uebdon], AAelw g A7 vebgrh 13n
2 gl &=4 o] 8HTE F AANNA AP SRS o, EAIE AU
3 BAY BAE A2HE A AdS Ud RAQA FES AYs
1 Sds Wk e HelFe o] Fasitn wadt
[E 5-34] HiEY A3H Hch 5 ol MHIA 3|5 i 7|t 24
2324 Ag & - a1
‘ﬁ;‘,g (@=75) -sxE HAI a3 37 A
HAH Sg'&]q' ig'& E“é %_04 COhCIlIS Hedges /},}3":]_- ‘%9‘]
STE | mEed | A | wR| " | @B | 4 | #4 WA %8
B4 | MD | 2.60
Ad | SD | 0.86
1 0.53 | 096 | 4.777 | 0.00 0.959 0.964 | 0.47 | 0.00
BA | MD | 3.13
ZItf | SD | 0.99
o MD | 2.78
A8 | SD | 0.9
2 0.82 | 1.11 | 6.430 | 0.00 1.107 1.113 | 0.36 | 0.00
Ag | MD | 3.60
71l | SD | 1.00
2P | MD | 2.92
AE | SD | 0.85
3 0.80 | 1.15 | 6.053 | 0.00 1.15 1.157 | 021 | 0.07
2pr4 | MD | 3.72
71l | SD | 0.98
1 | MD | 2.95
AE | SD | 0.85
4 0.87 | 1.20 | 6.251 | 0.00 1.201 1.207 | 0.10 | 0.42
1 | MD | 3.81
71l | SD | 0.94
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[E 5-35] B A3 HEH 5 0{49 MH|A 312 ZED Jio) 24
E=

o4 (n=94) feEE AAT avt 37 ABA
- e B3 | == . 9] | Cohen's | Hedges | A% | 59
uT wZWz} 2} Wz} s d T | PA | 88

B4 [ MD | 2.39
A | SD | 0.84
1 WA | MD | 3.43 1.04 | 1.10 | 9127 | 0.00 | 1.104 1.108 | 0.19 | 0.07
g | SD | 0.89
e | MD | 2.74
AY | SD | 096
e | MD | 3.84
21 | SD | 0.79
ZHMd | MD | 2.92
A | SD | 096
ZHEd | MD | 3.90
19 | SD | 0.84
o4 | MD | 2.94
AY | SD | 097
4 95 ™MD | 3.96 1.02 | 113 | 8811 | 0.00 | 1.128 1.132 | 0.24 | 0.02
1) | SD | 0.85

1.10 1.20 | 8.883 | 0.00 1.196 1.201 | 0.07 | 0.49

0.99 1.15 | 8315 | 0.00 1.149 1.154 | 0.19 | 0.07

M A3 olgHe] £ WA A4, WIY A3 olgA P

LS 1! =g 2]
o722 BE GoelA AR 7|d ko] Aozt AR ew, Cohen's d
ol 14202 Al A7) e 2 AR Yehgth WA, B 382 g
Ao QoA A o] 2.77, 7|t Hdo] 3.46°2, H 2ol 0.699Th.
AS sl AY W 3.10, 7IH Hdt 3.782 FF o] 0.68F LERF,
Folgt 71t Zpolet. A 35 QoA A Batol 3.18, 7|t B+
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H 5— HICIOH ™M™ RO} = L 5 = =
[1_4'_5'1-24 %g_&Heu A=A HE S 82y2 MH|A 35 ZEd 7t =4
94 (n=103) -EEE AR a9 27 A
= .
W E(zg-ﬁj’i]— P _g—_é . frPEJ Cohen's | Hedges | A% | 89]
=4 HAt s d 4 | #A | 85
BAY MD 2.77 =
A% | sD | 1.00
B MD | 346 0.69 1.01 6.956 0.00 1.006 1.009 0.44 | 0.00
A | sD | 0.90
S MD | 3.10
A4 SD 0.95
Ao MD | 3.8 0.68 1.02 | 6.738 0.00 1.024 1.027 0.34 | 0.00
A9 [ SD | 082
ZHEd | MD | 3.18
A9 | SD | 093
4 | MD | 3.90 0.72 1.14 | 6.395 0.00 1.135 1.139 0.22 | 0.03
A | s | 088
= MD 3.14
A9 SD 0.96
e MD | 406 0.92 1.12 | 8.336 0.00 1.115 1.119 0.15 | 0.13
A9 |sD | 073
T 5— HICHOH ™IX X} = 5 =
[7_45,21 ;2;—]_& e M8 EE 35 4o MH[A 35 Zey 7o &A1
A (0=77) SR AA gyt 37 APRA
et PEE = g ' 7
ki AR R W 1
BHAY MD 2.62 = =
A% | sD | 098
A MD 3.6 0.64 0.99 | 5.641 0.00 0.990 0.995 0.45 | 0.00
A | sD | 090
e MD 3.01
A9 SD 0.98
w0 MD 401 1.00 1.11 7918 0.00 1.108 1.114 0.12 | 0.32
A | sD | 0.65
2 | MD | 3.16
A9 SD 0.95
24 | MD 403 0.88 1.16 | 6.628 0.00 1.163 1.169 0.01 | 0.95
e | sD | 0.68
A MD 3.08
A% | sD | 093
P MD 414 1.06 1.18 | 7.883 0.00 1.181 1.187 0.01 | 093
A4 | so | 073
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[# 5—-38] HIEY A~=H &HE & MZMtH2 MH[A 2|5 HEd 7|t 24
o

Vi $w2 243t 53t 77 A
BA | MD | 2.59
Ad | SD 0.81
1 war | MD | 325 0.65 1.19 | 464 | 0.00 1.193 1.199 0.19 | 0.12
g | SD | 104
Ag | MD | 2.82
Ad | SD 1.00
2 He | MD | 3.59 0.77 1.13 | 581 0.00 1.130 1.136 0.36 | 0.00
g | SD | 1.00
2Pk | MD | 3.06
Ad | SD | 098
3 23 | MD | 3.6 0.57 1.15 | 4.25 0.00 1.145 1.152 0.35 | 0.00
g | SD | 104
x| MD | 3.03
Ad | SD | 09
4 94 | MD | 371 0.68 1.16 | 499 | 0.00 1.158 1.164 0.27 | 0.02
A9 | sD | 096
(£ 5-39] HE A3 Tk 5 7Nl A& 512 FED i) 24
—iL
S HSEE B3 wah 27) A
e o} I 3 49] | Cohen's | Hedges | A3 | &9
ikl gud [ wg | " |wE) d | #4 | #A| 28
BA | MD | 241
s | SD 0.87
1 W | MD | 3.34 093 | 0.96 | 9.58 | 0.00 | 0.957 0.961 | 0.40 | 0.001
g | SD | 088
g | MD | 271
Ad | SD | 092
2 s | MD | 384 1.12 1.17 | 947 | 0.00 | 1.169 1.174 | 0.08 | 0.41
Jg | SD | 080
2 | MD | 2.81
A9 | SD | 085
3 24 | MD | 3.97 1.15 1.10 | 10.34 | 0.00 | 1.096 1.100 | 0.08 | 0.42
Ad | SD | 077
4 | MD | 287
A8 | SD 0.88
4 W4 | MD | 4.03 1.16 1.12 | 10.15 | 0.00 | 1.124 1.129 | 0.12 | 0.26
A9 | SD | 081
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[ 5-40] BHEY A=A & MZMITHe MH[A 2|5 FEat 7|t =4

i ggmE P w3 7] g
n:

I e I 23 . 9] | Cohen's | Hedges | A | &9
e FEEzr | 7| W% g8 | d 44 | ¥ | 88
BAr MD | 2.69

bk SD 1.02

A MD | 3.23 0.53 1.02 | 4.67 | 0.00 1.021 1.026 0.45 | 0.00
| | SD | 093

2g | MD | 301

A SD 1.02

BTy MD | 385 0.84 1.22 | 6.16 | 0.00 1.216 | 1.222 0.13 | 0.24
7 SD 0.81

Zbd | MD | 3.10
A SD | 1.00
2 | MD | 3.76
71 SD | 0.86

0.65 1.28 | 458 | 0.00 | 1.278 | 1.284 0.07 | 0.55

oA MD | 3.04
Ad SD | 101
o4 | MD | 4.00
7] SD | 0.81

0.96 136 | 6.33 | 0.00 | 1.359 | 1.366 -0.11 | 0.35

[# 5—41] B H=X HEH 5 71GMtiel MH[A 315 HEat Jidf =4

H5A A&

A (=100 S st ast 2] e
Bt I =3 3-9] | Cohen's | Hedges | A% | &9
% | mzen [PV wg | f |gs| 4 | 24 | 9| @e

B4 | MD | 2.72
739 SD | 0.97
B4 | MD | 3.49
71 SD | 0.87

0.77 0.97 | 7.99 | 0.00 0.969 0.972 | 0.45 | 0.00

o

Ag [ MD | 3.10
As | SD | 091
Ag | MD | 3.90
Ad | sD | 07

0.80 0.94 | 850 | 0.00 | 0.942 0.945 | 0.35 | 0.00

2P | MD | 3.23
Ad SD | 0.88
2 | MD | 4.12
1 | SD | 0.71

0.89 1.03 | 8.68 | 0.00 1.025 1.029 | 0.19 | 0.06

ik MD | 3.18
! SD | 0.89
A MD | 417 0.99 0.94 | 10.52 | 0.00 0.941 0.945 0.29 | 0.00

Jq | SD | 0.66
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5.6.3.3 HIE 4} o8 AFE-Zhlzol= Au|L & FAH 7d 24

’5}"11]”} Cohen’s d %k% 1754 ofew iﬂ%‘ T2 W B2 AoE UE

gk oH SlEe g4 goli A9 REm uag A% ot HAW, A

E Ut 2E82or Higge 2520 r ARESe ol8Ae AlaH A
A BeE AS olun 2AE FUsH sidske dA 2lE d9olA 9
7T -9zt AA yepgten ofof gt A 27|k ¢ Zin. ole
Zzpo|27t AlaFlor PEHH HSe LR 29HE SHLR, 24
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LAl Ase] 32 ARn 14 2% gl glelA 1

2
2 9 U ZAo|x fRo W Aol7l lrkn sAEER FHd 3-5%

[E 5-44] B2 S35 FE 5 THROIX 5% ZE g 24

A5 AT

—Q- E‘ 7—] (e a1 5
T }o] 2 (n=86) HhemE A at 271 A
pe 7} et = | 9] | Cohen's | Hedges | A% | 99
e mrEd | A | B% g | d | 24 | 84 | o=

HAF MD | 2.66
3 SD | 1.01
1 0.80 | 1.01 | 7.39 | 0.000 | 1.006 1.011 | 0.456 | 0.000

HAF MD | 3.47
71t SD | 0.92
o MD | 3.06
=k SD | 0.99
2 079 | 1.16 | 6.29 | 0.000 | 1.160 1.165 | 0.236 | 0.029
o MD | 3.85
71t SD | 0.88

Zpbd | MD | 3.06

= O
38 SD | 0.96
3 091 | 1.11 | 7.68 | 0.000 | 1.105 1.110 | 0.233 | 0.031
2prd | MD | 398
71t SD | 0.81

g | MD | 3.04
28 | sD | 1.00
4 104 | 121 | 795 | 0000 | 1212 | 1217 | 0.087 | 0.426
g | MD | 4.08

7|t SD | 0.78
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[H 5—45] HIEQH AI& ot 5 AUSAH 315 1 7|df A
ATAUG 5 .
e Ao g e A3t w7 2] A
- 7} B3 | Bx . 9] | Cohen's | Hedges | A | 59
=T TEE 2t WA} kolp= 2 d =3 H | &=
wy | MD | 275
34 SD | 0.98

0.54 | 098 | 539 | 0.000| 0970 | 0980 | 0.456 | 0.000
wa | MD | 329
71t SD | 0.88
Hqo | MD | 306
34 SD | 0.94

0.84 | 098 | 831 | 0.000| 0985 | 0989 | 0.260 | 0.011
Hqo | MD | 390
71 SD | 0.63
2parg | MD | 327
84 SD | 091

067 | 118 | 549 | 0.000| 1.177 | 1.182 | 0.048 | 0.646
2P MD | 394
714 SD | 0.79
EpS| MD | 3.19
39 SD | 0.90

092 | 1.08 | 828 | 0.000| 1.079 | 1.084 | 0.089 | 0.396
= ps| MD | 4.11
71 SD | 0.69
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ABSTRACT

A Study on the Transition Intention and Recovery Strategy
Establishment by the Service Failure Experience of Customers

in the Delivery App

Choi, Min-Joo
Major in  Smart Convergence Consulting

Dept. of Smart Convergence Consulting

Graduate School of Knowledge Service

& Consulting

Hansung University

This study aims to analyze the causes of service failures occurring in
food delivery apps and to propose effective customer recovery strategies in
response. In particular, it focuses on the theoretical perspective that
appropriate recovery strategies for service failures can foster customer loyalty,
and seeks to investigate such failures in the context of food delivery apps.

The dining industry environment has shifted from being
offline-centered to a service environment based on the convergence of offline
and online, commonly referred to as O20 (Online to Offline). This shift
toward O20 has led to explosive growth in the food delivery app market.
As food delivery has become a cultural norm in dining consumption,
partnering with delivery apps has become an essential business component for
restaurants, increasing their dependency on such platforms. Delivery app
companies have leveraged this dependency to impose high commission fees on
restaurants. While restaurants have made various efforts to manage these fees,
they continue to face significant challenges. Additionally, strategies such as
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implementing dual pricing to increase sales have backfired, triggering negative
customer responses and damaging trust in restaurants.

Therefore, strategies that can attract and retain customers while
positively impacting profitability are urgently needed. Notably, customers’
dissatisfaction with ~service quality, intentions to switch services, and
expectations for service recovery vary depending on their individual
circumstances and characteristics.

This study proceeds with a three—phase analysis. Data was collected
through a survey conducted from March 5 to March 25, 2025, yielding 349
valid responses. Based on usage behavior and factors considered important
when selecting food service providers via delivery apps, respondents were
clustered into two groups: passive users and active users.

The analysis of service dissatisfaction revealed differences in the
perceived causes of dissatisfaction with service quality across customer
segments. Furthermore, differences were found between user groups in terms
of negative review behavior and intentions to switch platforms. Lastly,
discrepancies between service recovery experiences and expectations also
varied by customer type.

This study contributes to theory in two ways. First, by focusing on
service failures within the context of delivery apps, it expands the application
of service marketing theory into IT—based platforms—beyond its traditional
focus on hotels and airlines. Second, by integrating the marketing mix (7Ps)
and service quality theory to interpret customer experiences, service failures,
recovery, and expectations, it broadens the theoretical scope of service
marketing. In terms of practical implications, the study found that women
and older generations respond more sensitively to service failures and have
higher expectations for recovery, indicating a need for tailored recovery
responses. Additionally, customers of franchise restaurants have higher
expectations for recovery than those of independent restaurants, suggesting
that empathetic and differentiated recovery strategies are more appropriate
than standardized ones.

[Keywords] Food Delivery Apps, Service Failure, Switching Intention,

Service Recovery, Service Expectations
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