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ABSTRACT

The Study about the Effects of Service Failure on Negative

Emotions and Relationship Dissolution Behaviors

Hye-In Lee

Department of Business Administration
GRADUATE SCHOOL

JEJU NATIONAL UNIVERSITY

Supervised by professor Yong—Cheol Hwang

At this research, we try to find out the effects of negative emotions and
relationship dissolution behaviors by the service failure. We provide the
evaluation standard of service quality for appraising service failure that the
service performance has lower level than the customer expected. The
subordinate factors are interaction quality failure, physical environment quality
faillure and outcome quality failure quoted service quality model of Brady &
Cronin(2001) and Kim Nam-So00(2009). The negative emotions causing service
faillure are classified in detail as regret, disappointment and betrayal.
Relationship dissolution behaviors are classified as complaint behavior,
negative word of mouth and switching which are from pre-research.

As the result, service failure occurs negative emotions. Especially, outcome
quality faillure make strong effects on negative emotions. It means the
important thing is the core benefit of the service. And also disappointment

has strongest effect on relationship dissolution behaviors, the other sides,



regret is weakest. It means the negative emotions have an effect on the next
action. Among the service failure, physical environment quality failure affect
on negative word of mouth and switching of relationship dissolution
behaviors. It shows enterprise image and customer loyalty are depend on
physical environment in aircraft.

On pre-research about airline service, there are some researches about
relations between service quality and customer satisfaction, loyalty,
re-purchase intention, but few researches about relations between service
faillure and emotions. Even though every services head to zero—defect, there
are service failures for every services without doubt. So, firms have to
prepare for plans or recover program for service failure.

At this research, we see the relation of service failure and negative
emotions and relationship dissolution behaviors at airline services, and take

out the currents about recovery effort of firms for service failure.
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oA sUE AEstA He B A ol AElow g AR FE A4y
2& ¢ o, Ade] o]Fojd thgoli= MY 4 gl At AEbAW
Aotk Adee] Ai7F bzl thgoll o] AAA A= dojwy AL I H3haL
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ol F3ldthE HE AR g A7 At 33kl B AT
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v AbEo] P2 e A HEol B uf 7o AEs FF FIdTE AT E
23] 53028 AF3AE Loomes & Surgden(1982)& 53] o] A7} AF4lo]
AA R ZHA @ Adet v AYE A ZHAA HIlE A3rE dek Aot
Wol=iol] dEjglow, zol7t S5 F3 = Aval skivh. =3 Bell(1982)
< F3IE A H=u ol uUE AAS= P 8% 82 AEsA &2
diete] gk Ij=we] ofRga FFErt 3 Simonson(1992)S AW AES
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