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< 92 2EYS g 3 ofH #HHo| AEAE W 2AF s
DA 2= Ao} Au)x Asfeo] AlzbAd
Bitner et al.(1990)2 AH|2 AW E 7o) Ydli= AH|2E A Fh#] & o,

MUl 27F 35 ZRAL wet ATEA s u, FU1E AdHAY #§& Thed
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Muls FERT ddAoR vie gof o] Muja 3 oA T4
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b 4 HA|(HE dACAM e eFEAM Ml W ZeAls g AH[ 2 2 9]l
HE 55 ¥3HE FE 5}l Smith, Bolton & Wagner(1999)&= A}3] 72 o] &9
HAeA, Ml AE F7bE wf Mus Bkt FARSE ARS A kS a1 s of
ghehar AlrEeh o2l Hrhe AR(FAH R 7154 Ads £33
I F FHAA o] Fojxok gt o]= AH|A Ayt nAgA F=
I 7134 oo EAS xHety] wEelth Mulx Aol =77 7
Ao 7 Mulx Ba7b 17 w5 3 &8h7] o H itk

Hoffman et al.(1995)¢] ¢1-tel w=w A3 4zhdo] F7hstel wep a7 v
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=7 a3kt Kelley & Davis(1994)9] dteo] w2 Au]2 oA A3
= AYe AErE o, ARE S5 HT 7P SHA ZEE R o A7sd
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(44.3%), o=} 22078 (55.7%) .2 et A2 20t o]t 5778 (14.4%), 20-294]
14778 (37.2%), 30-394] 10278 (25.8%), 40-49A4] 5178 (12.9%), 5041 ©]/d 387 (9.6%) 2.
2 Yewt stee a5 73%W(184%), M- thdtal 847 (21.3%), 03kl 1907
(48.1%), thotel 489 (12.2%) 0. = yetskt. A2 34 1259 (31.6%), /A2
4578 (11.4%), &5 269 (6.6%), 71=2 438(10.9%), A3 278 (6.8%), 715/ w)
4 28%(71%), e @ eolq 26W(66%), Ad/meA 16W(41%), A¥A 341
(8.6%), 71E 25 (6.3%)0.2 UEyth 9 H A5 1009+ 7 ¥ 669 (16.7%),
1005+-199%F 1587 (40.0%), 200%F-2999Fl 7175 (18.0%), 300WH-399%+¢ 4273
(10.6%), 400WF-499%+¢1 5878 (14.7%) .2 YEFS T E o AH| 2 100%H 7|9k 272
H(68.9%), 100%F-1999F 627 (15.7%), 200%F-299%F 507 (12.7%), 300%F-399%+<¢
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AFEASLA 540 thalel WERA AdE (E NV-Dol AR A0
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<E N-1> 787

314 5y

T =) T/381£(%)
g w7} 175 43
o] 2} 220 5.7
204 ©]3} 57 144
2047294] 147 373
1% 30473941 102 2.8
404749A) 51 129
5041 o4 33 96
TS 73 184
- AR et 84 21.3
o &3 190 431
)| 43 122
5} 43 125 316
A/ A4 45 114
T % 6.6
7144 43 109
e A4 27 6.8
7%/ A R 7.1
T " o4 26 6.6
73q/A A 16 41
A2 34 86
! % 6.3
1009+ w1 gt 66 16.7
100919971 158 400
ARG T ~E 200729977+ 71 180
3009399+ 42 106
400%F 4997+ 53 14.7
100%H9) 1] ) 272 639
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8¢9l Cronbach’s
T4 Bl CR AVE
A A 7k alpha
SPF1 0.870
SPEF2 0.817
SPF SPE3 0.875 0.906 0.906 0.727
SPF4 0.853
SPF5 0.847
SRF1 0.874
SRF SRF2 0.851 0.814 0.815 0.729
SRF3 0.836
SFS1 0.826
SFS2 0.867
SFS SFS3 0.875 0.88 0.882 0.736
SF$4 0.863
NWOM1 0.840
NWOM2 0.852
NWOM NWOM3 0.816 0.915 0.915 0.701
NWOM4 0.859
NWOM5 0.859
NWOM6 0.796
CL1 0.861
CL2 0.828
CL3 0.842
CL 0.923 0.923 0.721
ClL4 0.860
CLbh 0.867
CL6 0.838
<Note>
SREAu A4 A9, SPR: Aulzs g4 s SES: Auls Asje] 41744,

NWOM: ¥4% 4, CL: o|& |, AVE: B85 CR $H =
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<E IV-3> #4370 31 Aa3AS

SPF SRF SES NWOM CL
SPF
127%
79 729
SRF
(.607) sk
803 776 736
SEFS
(.645) (.602)
81 155 N J701
NWOM
(.610) (.570) (.596)
7194 347 N 315 721
CL
(.630) (717) (.604) (.664)
“AVE, =387, wex FBAT Aw
<Note>

SRE:AMu 2 A3pa] Asf, SPE: AR g2 Adof SFS: AMu]2 Asfe] 4124d, NWOM:

44 74, CL: olg
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PLS® 33t A4 K39
3}

@, 2 AgEE Ssg.

St B8 98 mdel gy A7|9l f-square

o] Ao Mean of R-square=.258, Mean of
AVE=.723, f-square=.348% UE}U}T}. Mean of R-squaredto] .258% A4, WA %A=

ol oigk AgeS Holal vt f-squaregto] 348E A, w& &9 AV|E Ho|

a3l
<E V-4> 2d 43
revommended Mean of
Interpretation size Mean of AVE
Criterion R-square
Small 0.23
Effecr size Medium 0.10 258 723
Large 0.26
Small 0.1 or greater f-square=.348
Goodness of fit Medium 0.25 or greater
Large 0.36 or greater GoF= 432
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3. 7I1d #B

D 7H AS

2 AFoNA = Smart PLS 4.09 FEXZEY WS &Este] A& 45 F
33T Smart PLSY EAZFH FoAE T-valued E3] 7w, o]uj

E oottt 7hFEm,
2538t AW 001 FFAA FAZXHCE Fodvty ATEHH, 196K AW
0.05FFNA FAHCE Fo3 Ao dAdd

T-value® %ro] 258H.TF AW 0.001 FFAA EAZFH o

_v;

(Chin, 1998: Efron, 1997).w 2}
A2 AT E T-valued %ol 7HdES ASete 7I£o®E 85U

of #AZANE HAHHEW, Mu|X~ A A, A A AZH Aot e A
o] Azpgdel BF A(+)o Gl dFe Rl Ava A Aot
AMu 2 Asfe] Az gEFs  mxtes H1S B =0.584, T-value=4.123,
p0.0012 EAZAOZ F9stm, Aulx HAF A Azt Aujx A e A zpA o
O H2E  peo3sy, T-value=2562, p{0.0012, A AR Fowg
oh, Egh Au]a A o] AZtAdo]l A olg ¥ HAA FH BT

(e Fgol A2 FAsATh Aulz Asje] WAl 1A olge] 9

AtATh Anls Ao Azhdo] FAH FHo dFS vilves H4ae

=0.420, T-value=2217, p0.001Z2 SA& {FAAS AUt Anx A34H
Ao} Ml FH A A7t A
3 Au s Asfe] Azbdoel 37 olgdw B FH JFS mITE TS

A e = A

[
>,
N
N,
X,

=2

2
o

o
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rir

N

X

(0

rlo

:>IJ£

)

L)
Q

_46_



<3E IV-5> 7bd A=
Standard
Beta T-value P-values

deviation
H1 SRF -> SFS 0.362 0.143 2.062 0.000
H2 SPF -> SFS 0.584 0.142 4123 0.000
H3 SFS -> CL 0.277 0.124 2.231 0.000
H4 SES -> NWOM 0.420 0175 2.217 0.000

<Note>
SRE:AMH| 2~ A3 gl SPF: Av]2 224 A3l SFS: AH| 2~ Adafe] 47d, NWOM:

#4H 74, CL olg

<Y NV-1> A3

AHI 2 dTjo)
daty

3=0262

B=0.584

W
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<E IV-6> AMH]2 Aol u7) ol ko] pAo A AR Ao AzpA] o] wj7|

a7
SES CL
coeff se t coeff se t
SPF 0.590 0.040 14.706 0.166 0.035 4760
SRF 0.351 0.041 8.670 0.102 0.031 3.291
s 0160 ... 0071 ... 2210 .
............. E o 408030 e A3
..... Rosquare 0800 O30
Boot Boot Boot
v DV 1IE
______________________________________________________________________________________________________________________________ SE . Ler o ULCL
SPF L 0.110 0.024 0.066 0.159
SRF 0.121 0.021 0.082 0.165
#xx:p<0.001

<Note>

IV: Independent Variable, DV: Dependent Variable , SE: Standard Error, IE: Indirect
effect, Boot SE: Bootstrap Standard Error, Boot ULCI: Bootstrap Upper Limit Confidence
Interval, Boot LLCL: Bootstrap Lower Limit Confidence Interval, SRF:A 8]~ ZAu}2 A9

SPF: Au] 2 7447 Au), SFS: Aul2 Ase] 47 CL: o]e
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<E V7> Az Ashsh mA $AH T kel #ACNA AH 2 A
CER R

SES NWOM
coeff se t coeff se t

SPF 0.590 0.040 14.706 0.166 0.035 4760

SRF 0.351 0.041 8.670 0.102 0.031 3.291
) T 160 . 0071 .. 2200
............. E o 408030 e AOBLOOS e
..... Rosquare 0800 0936

Boot Boot Boot

v DV 1IE

.............................................................................................................................. SE . Ler o ULCL

SPF 0.110 0.024 0.066 0.159

SRF NWOM 0.121 0.021 0.082 0.165

#xx:p<0.001
<Note>
IV: Independent Variable, DV: Dependent Variable , SE: Standard Error, IE: Indirect
effect, Boot SE: Bootstrap Standard Error, Boot ULCI: Bootstrap Upper Limit Confidence
Interval, Boot LLCL: Bootstrap Lower Limit Confidence Interval, SRF:A 8]~ ZAu}2 A9
SPEF: MH| 2 b2 A3, SFS: Aul2 Asfo] A7 NWOM: #7444 74

3) 2Ed A gARAe] wE x4 o

ZRA A vz Asie] A RE ul GBI mEds RG]
4 ojate BAG Aoty 1A suds dARAAN FAA, BA FAA)

& AR Muls A A, Mujs Ao Az, u ole Fhe] dAl A i

’

M =24 23 BAS Fdssdv. 24243 A9 95% A -3k ek dekat
o] Zkz} -0.01170.048, -0.00170.060% 0< Z sttt 2 el xEdx g

oA sees ARAEA FAA, BA FADL Ao Auz BA4H A



A T kel @Al A

il

o AMujx~ HAA A, AH] 2~

o}
N

e

X

N

ryzel
-
=
el
TO
N
,Aﬂ

Aol Aulz A A, Aoz el

ZHA A w7

- 0.00670.029,

REEEE

w4 d3 Al 95%

SHeh.

°

0.00170.1372 e =,

K

!

o] Ao ujsj

T

N

gy

A o

of @Al w7

i

ARA A, Az

3o) Au

N

of Aus AshA s, Au) s

o A Al 95% A FE T

X
—_—
file)

o

-

ofp

o] 47} -0.01070.017,

o)

N

=
=, 1A

0.00270.067= HEFRLT.

kel Al wi A

o Mujx AuA A An]~

7
od
XM
Nd
W

_5‘|_

A A w7



<GE V=8> Ao 2B A oA Ao s g A, Mujs

dl
Asfe] A7, A og 7he] BAGA wAE £d F
DV: CL
v Mediator ~ Moderator Boot Boot Boot
Effect

SE LLCI ULCI

Index of
ESC Medeated -0.018 0.015 -0.011 0.048

moderation

SPF SFS Index of
TSC Medeated -0.028 0.016 -0.001 0.060

moderation

<Note>

IV: Independent Variable, DV: Dependent Variable , Boot SE: Bootstrap Standard Error, Boot
ULCL Bootstrap Upper Limit Confidence Interval, Boot LLCI: Bootstrap Lower Limit Confidence
Interval, SPF: AJH] 2 A2 Asf| SFS: A8~ Asjo] Az CL: o'

<GEIV-9> A 2B A oA Ao s A A, Mujs

Aol Az, mA RAA A ke BAGNA wAR 24 &

1 0O, —
DV:
. NWOM
v Mediator ~ Moderator Boot Boot Boot
Effect
SE LLCI ULCI
Index of
ESC Medeated -0.006 0.011 0.016 0.128
moderation
SPE SFS Index of
TSC Medeated -0.071 0.017 -0.040 0.106
moderation
<Note>

IV: Independent Variable, DV: Dependent Variable , Boot SE: Bootstrap Standard Error, Boot
ULCIL: Bootstrap Upper Limit Confidence Interval, Boot LLCI: Bootstrap Lower Limit Confidence
X 2] A

Interval, SPF: AW] 2> 484 Asf SFS: A2~ Asfe] A7, NWOM: #4874 4
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=1 o,
DV: CL
v Mediator ~ Moderator Boot Boot Boot
Effect
SE LLCI ULCI
Index of
ESC Medeated -0.011 0.009 -0.006 0.029
moderation
SRE SFS Index of
TSC Medeated -0.047 0.010 0.001 0.137
moderation
<Note>

IV: Independent Variable, DV: Dependent Variable , Boot SE: Bootstrap Standard Error, Boot
ULCI: Bootstrap Upper Limit Confidence Interval, Boot LLCI: Bootstrap Lower Limit Confidence
Interval, SRF:A R 2~ A2 A3l SFS: Au| & Asfe] 4744, CL: o'

< V-11> o] 2B s A A2 Akte] Mujs dabs daf), Mujs

Asle] Az, A FAA TA kel BAA WAE 24 5

DV:
. NWOM
v Mediator ~ Moderator Boot Boot Boot
Effect
SE LLCI ULCI
Index of
ESC Medeated -0.004 0.007 -0.010 0.017
SRF SFS moderation
Index of
TSC Medeated -0.042 0.012 0.022 0.067
moderation
<Note>

IV: Independent Variable, DV: Dependent Variable , Boot SE: Bootstrap Standard Error, Boot
ULCI: Bootstrap Upper Limit Confidence Interval, Boot LLCI: Bootstrap Lower Limit Confidence
Interval, SRF:AH| 2 A2 Asf SFS: Au] 2~ Ao ] A7 NWOM: #4744
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The Impact of Chatbot Service Failures
on the Severity of Service Failures and

Customer Reactions

-Focus on the Moderating Effects of Stress Coping Style-

Gui-Ling Lyu

Department of Business Administration
The Graduate School of Jeju National University

Abstract

Due to the continuous advancement of digitization and artificial intelligence
technologies, chatbots have found extensive applications in various service
industries. In comparison to traditional human employees, chatbots offer
numerous advantages in service operations, with the most notable ones being
improved service efficiency, scalability, and cost reduction. However, like any
technological application, chatbots also face various challenges, and one of them
1s the potential mismatch between user requirements.

This paper focuses on studying a variety of cases of chatbot service failures
and categorizes them into two main types: service process failures and result
failures. This classification aids in gaining a better understanding of the
limitations and potential issues associated with chatbots. Furthermore, the
research investigates the importance of service failures and their impact on
customer responses, verifying mediation and moderation effects.

Drawing from previous research, the definitions of service process failures,

service result failures, service failure severity, customer churn, negative
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word-of-mouth, and stress coping strategies were reviewed and clarified. Based
on these definitions, a research model and hypotheses were formulated.
Moreover, using survey items that have been validated for reliability and
validity in previous service studies, the research survey was designed to collect
data tailored to the research objectives. Over a period of 10 days, an online
survey was conducted, gathering data from 395 participants who had experience
with chatbot services. Statistical analysis was carried out using Smart PLS 4.0

and SPSS 27.0.

The results of this study are as follows:

First, service process failures positively influence service failure severity.

Second, service result failures positively influence service failure severity.

Third, service failure severity positively influences customer churn.

Fourth,service failure severity positively influences negative word-of—-mouth.

Fifth, chatbot service process failures moderate the relationship between
service failure severity and negative word-of-mouth through emotion—-focused
coping strategies.

Sixth,chatbot service result failures moderate the relationship between service
failure severity and customer churn through problem-focused coping strategies.

Seventh,chatbot service result failures moderate the relationship between
service failure severity and negative word-of-mouth through problem-focused
coping strategies.

The theoretical implications of this research can be summarized as follows:

First,by comparing with traditional human services, the study highlights the
importance of investigating the impact of service failures on customer responses
as a significant academic research topic.

Second,it acknowledges the potential differences in the moderating effects of
coping strategies in response to different types of service failures.

However, it’'s essential to note that the high proportion of respondents under

the age of 39 (77.5%) in the collected sample makes generalization challenging.
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Additionally, the study acknowledges that customer responses to service failures
can vary based on individual factors and situational contexts, presenting
limitations. Future research could address these limitations by adopting a

multifaceted approach for more meaningful results.

Keywords: Service Process Failures, Service Result Failures, Service Failure
Severity, Customer Churn, Negative Word-of-Mouth, Stress

Coping Strategies
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