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- 494 AYE 7eez sk o Ao 2 AE F4H4 YA (negative disconfirmation)
A ANWNEEE 7|2 sfurfol] wet F 7B # g sk, WE ZgEg At v gdEE
HollA Az ek, 4314 AdE 71z & BSE 284 EUA (positive disconfirmation)
E A$oE A EH4 (transaction-specific) & g1 3t dutdo g AnAES FA A Edx)7t
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al. 1994; Fornell et al. 1996). TE AU Ads s dX/294] FE §
AE 22 JAH DA A Y] ST A 2~ AR e AH|ARe IAA ol thigt rheka A9
kAol g JES nAeAld g AT stual k. S 7 A gAd Z]die el
AP 9tk Matilla and Ro(2008) 4417 9] 23yt FAE dd9 An|27t b A
g Ay FollA, vES AE|2 7 HJA AN 2RSS S5kt g
st ol2f gk @Al A oA 9] whEe A
AARl HEwof g wAA vt st 2.3.2 Aux A3l (Failure) 9 7 (Delight) 9]
Danaher and Mattsson(1994)& & Z19jglx X
o] MulA Z2A A oM AHESY FAHE 17 Sivakumar, Li and Dong(2014)& H@e]&
Tho] T3 AFE Sk 259 AFolM A¥t (prospect theory)ZH 41434l (mental accounting)
Al REEE fA8t7] AsiA e 2 A DAl A £ Bl Aulx Al (Failure) ¢ 7% (Delight) <]
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St A7t EAAIRE of2jgt o] & FollA 74 E M A A4 (reference level)o] &4, 954 @
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O]%O]‘:]'(Yl 1990). Oliver(1980)9] o]&d W= vk FHsiilch. Eak 7 A4S et
H, AF/ A 2 ATl tigk 2R ZidieEd A AH 2 F-0 wA = A A Aafe] BAAQ g

Xﬂ AFE/ A 2= AL Aol & EUA] o g A o] Mulx g FAAQN JIgET Avte BAE
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Oliver?] o] 2d] oJapH AH|AEE A F EE A Sivakumar et al.(2014)¢] <1 B AjH|
H| 25 FufjstAY o] §3b7] A ofA thet 7|tE & Ade e AnE AuaEd —3: &l o] f 5
e Ha AR ARl AR SElA] AAl Al AHAREE SRS Ak, Adu Es
F 3 AH| 28 AFE Ale] 7Y Tt H Wehe Algolu 43, €79 d¥dY e BT WY
wetth, o] wj 7|t 7t Rok Ao Ads= wiEolgta st vk AR AFA-E AvRkEe] A
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At = AASET. Y o] B Folle HAE
B A E dAEFA dojys Ay o9 g Aulzd gigk AubEdl BERE B A8
AEAkeel el Agaa] g A F 2287 s, viRgte g JHS Bom AES npxt
e Wion ¢ 4RZNE B SRaKen. & 33 ARe (2F 29 2o wA 4 A i
SASIAE 22E B 499 ANLEAL A ok 48 Al 02 AN Dol d2ET 4
Faeh Fo) RIS AN, BF o] diELe] 4 7]
(F 4) v =&t Ho|
W4 ZuEd 224 79 S
714 Johnson et al.(1995) | ZF Al 5o AMujxo] dldt ALEA 1074
(Expectation) | Rust and Oliver(2000) | 7]th %
A ¥ A L 3
=4 (Percoived- Cadotte et al.(1987) | 2+ HAA AMu|x By F Aujzd digk | 104
A o] 541 (1994) ZH)zRe] 34 Q1A A )=t
Performance)
71HELA| Oliver(1980) ZF JA A B MH 2~ Y $ QA4
(Disconfirmation) tver oA A A 7dFEES 2 &
22 I Yi(1990) A AETFY] ARl Au] 2o o wETE 104
W4 e Oliver(1997) A9 diEFS o] 43 Fo] Lt Pugt | A=
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‘ 0| =f A} 21 =i LA} ‘ Hu }
PP PP PP PP PP PP |
EXP EXP EXP EXP EXP EXP |
CS
(overall Satisfaction)
(a¥ 2) 38 xH
s Bk o] & 4 FAAA AU (A A gEe]l N HHEET &1, N9 gEL D
E AAG & SR Ak Aot & o JRAE GG HolA Alvde] ee AdsHA whE
T JAAANY 7IHFESE SRS AT, ditE AE ¢ 5
aela wpA R AL HAo] B o] Folle T o (2" 3)2 Typel® Z HAEY AH| 20 gk
F% A4d 0 A0S BA @gor gl A% QA4 FRgS velFn g 2IY 1€ F
Q1 AH] 20 g g HEEE 90T A Ao s A2 gHsol EAet, 4 HA
oA A2~ Aof7h dAsh | 1 9 oA Lnt

49 59 AHl 27k AFHE A5l
EEE B4 Jl5E AN 94 2 W
el §49% A48 Y2 A0 £ 9

9 7lrﬂ<EXP>-t— 7. 750121—5—111 AAFHPP) =
6.437} HoiA ¥4 EAA(DIS) -1.327F LA
k. 2RA FAEAANME ZIH7E 6.892 E°]

vl ‘O
T"%(prePPt)% (£ 5)¢ 2t} Fo HAES A Stk a9, AHlx £ QXA 8.328 St
(Z b) 2UX|=E Muto| Hrzt(prePPy)
ki AEF PP A4 AEF PP ek AEF PP
of 2N 228 6.48
TR 76 1.57 FAN 115 6.03 F21D 37 8.32
AAF 120 1.53 AN 34 6.41 AAD 74 8.74
Tl 32 1.91 FEN 155 5.59 FaD 41 7.63
AAIN 194 5.84 AAD 34 8.00
AN 186 5.97 AXD 42 7.62
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a%N | #AD | W4F | FEN | 4N | AdN
EXP 7.75 6.89 8.08 3.24 4.41 4.43
PP 6.43 8.32 1.54 4.65 5.11 4.87
pre PP 6.47 8.32 1.53 5.59 5.84 5.97
(PP?]IESXP) -1.32 1.43 -6.54 1.41 0.70 0.43

st o A9 7ldle 8.082 S8 Aeldh,
ARG GAJE oloj HH, A4 dA M9
JAAQTH(PP) 7} 1.54% vl §- dstedl, o2& 1
AAAY] 244 BLA7F 1.4301A09 o], Alvt
2] QoA mle] gk APARIA] (prePP)Ql 1.53&
7t 7R Rojgta & & Qlrh = FEEACA
= HE Ze ARAAA 7 550908, A @A 91
A A F8A BEUA(DIS)7t -6.542 AA
AT} 46508 A H AR B S 9t}
=, FF AR A 7deES AP FH A
[herES 71Ee s ARRA A Y 344 /584
AR Wk wet AT FE A A

N
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Bk Fo] BAgA B AL 7M1 AF
317] Y8l T3] A EA (multiple regression) &
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(E 7) MH|A BX cHile| 7|02 © 3784 2o}
SEH SREgE B t As fe R square F F 9
(<) 5.60 50.49 00*** 17 140.58 00***
EXPy EXPi1 13 6.52 00***
DISi 32 16.66 00***
2 AAstn, SYHeE AF HAdA e ZdeE TEATE AR HA-oA Y ARG (PPy) o™,
I APHAAN ] A/ FAA BELA] oz SYPHSEE AR JA-AAM Y QA BFE(PPL),
A% etAt AP HA A A 71U (EXP,), AR Aol 49
S A EA A3} Fgro]l 140.58% w$- #2354 AubA 0] QI Y I (prePP) 2.2 A oo}m‘:} o]

Eistar, AR A A G T S A/ R E A
YA = 9 fFrolot delwt. SHES] A
T2 AR AP ZldieEe] 0.13, &
A o] 0.327FAAM A= 0|24 F
SRWSe $4u4 Aold] (+)9] BAVL 15
¢ 4 ok E pkg vasuske o, 3P/
38 BUA Fze] AQPH AdFEEY $4
= o3k U]zh:}l: AL < 4 )

agAor AR 7IheE(EXP-) 2 71

A (DIS-1) & AHFA A € 7qu] (EXPy) @4l
o gt L r|E Aolgke 7H1E AR H AT

Au) A~ A DA QR A e dAT W
ol 7] ) ZF A A A d el wisto] djgt
Two Stage Least Squares MethodE A3t}

(E 8) M|~ HH ehile] elX|dnt

=

o, 1S (EXP) & 7M1 F3E F&Hm o]

719 a2 OLSE F38hH 49 {47]7} Ay g

T ek web AR HA el e 7|dlE(EXP,) &

Wdfé el NN (EXP) 2 7| &Y A (DIS 1)
HyE dAste =& EXPO A4S

6H %—Xé% groltt,

A EA Ay} Fgho] 39.25% wj$- fosHA Y
B, 2719 SYRgTt SAHCE o3 7
< YeRI9th. PP 9] 75, EXPE F4317] 13l
ARESH SRS DISy (=PPy-EXPiy) ol Z 87}
F3E|o] Q7] W] EAACRE oA ¥ W
T2 YRS 7Hed ol ‘D} ST ASFE A
HEH AFEH A ] 7HgEo] 0.18, AFFHA

SR E Lz OJXVJJ% o] 0.83914 A5

oft mlm

At o2 SAHCE FoAF SyHs T5
A Afole] (+)9] #AZ Sl & & . &

Bk vlas|Eske of, ARl e] drkAQl

Z: Two Stage Least Squares Method Zz}

e | SREsE § t Alge] R square F F fre
(&) -.29 -.19 .85 .08 39.25 .00™*
PP .04 .82 41
PPy
EXP; 18 5.59 .00**
prePP; .83 4.06 .00™*
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QAFrE, AR AMY ZIdeE Tor & et 37k Rx9 g3E ATsted, 29 oA
Sulgd JFe vAde Ae ¢ Ao S A2 Aol o} gl TR M9 Aol E
daxow Abdddlel ARIHPPL) S A BT S, ME| 2 A tae] 2HEe] BAEE A
el ZIHA (EXPy), Ze|aL ARAAe] Ik 1Al ob w2 ME]A g vl Az dAE =
AorE(prePPy) 2 ARFAA S QA (PPY 7 A9 Afoldl uigt Bkl w7le A
fFend d&FE nE Aolge 7M2E B2 AA 2 TSR Aot slve As BT
FJOiDP A1z OLS=R #HP&ue AHAHA ] AR Bpe ME| 2 Ao} fgo] Arl2 A o
AAGIH(PP-1) GA] ol FHE A (FHA = A9 o= AN B =] whE Aol & B
0.09, t=7.06), &xd 2do| A& guza o F AR Au|2 Aoy 5] ARzle] A
e SAdSS & & M due AL HolErh A2 Ae] bl s AP SR T
APerpe] w2t RuAbEe] wle MEs HER
4.4 Me|A dufet ZtEo| FxufEiof mE TEbHel o Apol7} gl AL U
2EETof Rfofof| CHEt 7hd HY THAEIE ME 2 Ao 2 & gl B
T Abol ARMH o ZAF Ao Aol W
AH| 2 Aol HEe] £X Hdel me A S MEs Aorp 2Ag & S o s Mu| s g
TEEo Afolg AW BT Y| (F 9k o] BE Fol WAk Ao AHl2 Aot 2Ad & o
of e WEwo] Aol & HlmEA ST Ml A AlRte] A thgol] ME| AHee] B 7

(E 9) M| dufet 439 =2 mjHof wE UFEZof Ao @ FEE= t-test 21t

a7 Type N B ExHat t i;ii)%
1 NDFNNN 37 3.73 1.84 -8.84 0.00***
A 3 NFDNNN 42 6.93 1.30
a7 2 NNDFNN 32 4.72 1.75 -2.30 0.02**
4 NNFDNN 41 5.73 1.95
1 NDFNNN 37 3.73 1.84 -2.28 0.03**
2 NNDFNN 32 4.72 1.75
93 3 NFDNNN 42 6.93 1.30 3.29 0.00%**
27 4 NNFDNN 41 5.73 1.95
5 NNFNND 42 5.52 1.81 -2.89 0.01%**
6 NEFNNDN 34 6.68 1.63
4 NNFDNN 41 5.73 1.95 0.50 0.62
=3 5 NNFNND 42 5.52 1.81
e 3 NEFDNNN 42 6.93 1.30 0.75 0.45
6 NEFNNDN 34 6.68 1.63
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The Effects of Service Failure and Delight Sequence
on Service Process

Juyoung Kim - Joo-Yong Lee - Jaehyeon Park - Minock Jo

ABSTRACT

Managers always want maximized output with minimized input. Especially, for service providers,
it is very difficult to offer error-free service to their customers because of fluctuating customers’
expectation and situation, and the nature of heterogeneity. Then how service providers can
achieve more efficient service design and better resource allocation?

The goal of this study is verifying the difference of customer satisfaction based on distribution
of service failure and delight on service process. Furthermore, I tried to explain the mechanism
of difference with Oliver’s disconfirmation theory. In this study, one experience of a restaurant
is divided into 6 encounters such as reservation-parking-entering-ordering-meal-billing. And
customers  expectation, perceived performance, overall satisfaction has been measured under
various scenarios.

After regression models of expectation and perceived performance have been verified, following
facts regarding expectation and perceived performance were observed. Expectation and perceived
performance are consistently formed and changed on the service process. Customers expectation
on a certain encounter is effected by expectation and disconfirmation on the prior encounter.
Customers’ perceived performance on a certain encounter is effected by perceived performance
on the prior encounter, expectation of the encounter, and general perceived performance of the
encounter.
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There is a different in satisfaction depending on sequence and timing of distribution pattern
of service failure and delight, but not proximity. To put it concretely, (1)Service failure followed
by delight has bigger satisfaction than service delight followed by failure. (2)When service
delight followed by failure occurs, occurring in late stage has bigger satisfaction than occurring
in early stage. When service failure followed by delight occurs, occurring in early stage has bigger
satisfaction than occurring in late stage. When service delight occurs after failure with a certain
distance, occurring service failure in early stage has bigger satisfaction than occurring in service
failure late stage.

In the result of this study, service provides would be able to respond to possible service failures
and delights on the service process with more efficient resource allocation.

Key words: Service Encounter, Service Failure, Service Delight, Expectancy-Performance
Disconfirmation, Customer Satisfaction
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