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Abstract

Based on social exchange theory, attribution theory and carryover effects, this study
postulated that consumers' perceived price fairness in service failure situations is influenced
by the main effect and interaction effect of three factors: the causes of service failure, the
types of service failures, and the compensation for service failure. Two experiments were
conducted to test the hypotheses. The significant findings are as follows: (1) Consumers
who participated in the study of employee response to service delivery system failures
perceived lower price fairness as compared to participants in the study of employee response
to customer needs and requests or unprompted and unsolicited employee actions. (2) The
interaction effect of controllability and stability on perceived price fairness for three types of
service failures is mixed. (3) If the service failure is attributed to be “controllable” and
“unstable” and consumers were later compensated for the service failure, those participants
who encountered a failure situation where employees fail to respond to service delivery
failures perceived higher price fairness than either of the following: those who encountered a
service failure caused by employee response to customer needs and requests or those who
encountered a service failure caused by unprompted and unsolicited employee actions.
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Fe AR 2 T AR EEREE R ) AR - FHITRYARG EURTTAR (DL 5E Ak
HB5ei (Zeithaml, Parasuraman, & Berry, 1985; Choi & Mattila, 2008) - [K|It » fE{HEEH
A H A HRUEA G EA T o A {RTI R BT U P R A KRR I - R E Y B
A -

DI R8s e AH R FE = B FEAE DA 5 1) & e B R AR AR e R AR o T
AR5 2R AR A E T 2 B B PR AR BRI AR B /K HE AR SR SE P FEITARY (Bell & Zemke, 1987) -
Smith ~ Bolton B Wagner (1999) KiZ&FRAUSTHA Rl RALER ( RIEGEA IR HE R )
Bl R (ks it i R & SZ AN ) » 17 Bitner ~ Booms Eil Tetreault (1990) HIFHAk
BRaRor Ry IR EIRRMIGER , ~ T ORBEEIERE TR R RER L B T B AT Rk
& ) =2 ; Hoffman ~ Kelley B Rotalsky (1995) DURZISRH ~ ZE578) ~ B5 i EljR=1H
(2001) ZRE2Z S FHEZ 43 55 -

25 M B B B AR AR B U - BRI IR KRR G s B E IR
HUREHN (2SS ~ KB Disconfirmation ~ 223 ) H& 5 [#8 & {#4 (Smith & Bolton,
2002) ~ FEAKIREEEE (Choi & Mattila, 2008) » i [Ty 5% P i i RE B 1 R B (S i AR AT
sy (Folkes, Koletsky, & Graham, 1987; Spreng, Harrell, & Mackoy, 1995) - b4} » 1EZ &
R R Y PR AN BT Ry ZE B &y (KIS [R] B9 B [AI 1 5% (Mattila & Patterson, 2004; Choi &
Mattila, 2008) -

2 =l B B2 AR A% R AR AT R IE TR - DIAEIFIT K 2632 i B $ =5 14 B¢ fifir (Critical
Incident Technique ; CIT) V7 AR5 AR ELAHIE SRS HH - DAFE I HHEIETH IR R RS
B EHATR - Wi =B R (FI52HEF A > 2001 ; Hoffman et al., 1995) -
Bt — i B B HI 2 PR AR 285 2 3 Bl 2455 il 1 P B8 ERI A ] s 280 e o S s A B3
{8 © 21 Choi B Mattila (2008) At 55 3 b FIE e B H 2 5 IR #2288 © Wirtz Bl
Mattila (2004) BfF5E =6 2214 A R RE R AR I 2 & S iR e B2 A2 5 M
Bitner (1990) HIIiZE % T{FERBEAVEE A & T HE ( BIARS iR fE il ) FEER IR
ASSORE - ARG AR e S I S 1 il o TR

DA Rt BER =B EmR T - 55T - SRR FERE Ry i 5 2R A el 1 5 e Y B
IR > AMMTEEUIIRERRHERR (Weiner, 2000) - HERRF R G2 Z0HEH B B T3 10
FEERGRE E (Mattila & Patterson, 2004) ~ HIE{EI% A% (Kukar-Kinney, Xia, &
Monroe, 2007) Jzfil#55iE R (Choi & Mattila, 2008) - ffJahaE - BAFIRA FTREE N Ky
AN[FTH B 755 2K B 2R B MR A [ 1 B [R5 85 1 2 28 B AR SE AR [RI B SRR S E
It > AWFSERFERAN B e 2235 P b HH Y =R IR 55 ka8 Y (Bitner et al., 1990; Hoffman et
al., 1995; RI5=2HE A » 2001) » ZK[EJfE Choi Eil Mattila (2008) )L 5 Smith et al. (1999) Z&
AHIESESTm - BIEREHHE IR A S S AR B R MU RE T 22 - AR eRPESEH
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B E AT TR =R RIS L3RRS - A (R 8YER RIE A SR S e s B A
BRSNS RI RS -

Keaveney (1995) $& s A SRR 5 2k BRI ST LA B T — A i SR S T ERTE R BRI A% -
BRI > DIAFRARIE R ER DL CIT EH 521k (Bitner et al., 1990; Hoffman et al., 1995) » [},
WIFTIEIEREIC HE A - IREPRTCHIRIREATR o RIBEARITTER FH B B3 Al
CIT HFEZ AL © Mo - Sk L aR i oo SN B — iR KA - S E SR
522 (Bitner, 1990; Wirtz & Mattila, 2004) » 33245 HR A Wi A i (K] K728 A2 AT R80R
RIEL » AHHFFERFEFEER R R F-HIAE AL AN A se B B A RIS S -

fre DA ARG AR EHRYATT -

— AR RRANH R BB A RGBT E o
= ETHAAEBAEMBRZN  TRSEABERAOXZERAHEEE e EEEN TR

AR
Z-RKALETRHERERT  HHABRIRZRANGHEHRETH B E/EN TR

ZHE-

& STRKREY
— ~ JIRRS AR

P AR R A EEE B R R - HIRSEX BB A BEA 47 - RIS
TFRARB A BIMEE - IS IR LT IRB AR EEH D S 4t (Zeithaml
et al., 1985; Choi & Mattila, 2008) » [K| LR FEARFE 2R84 E LB -

IR R e R R R B B Y IR 55 /K MEAR R SR S 2 Y (Bell & Zemke, 1987) »
AFERE what B how FUFEEEUIA » RF IR 3R 43 Fefiti R (CRIEISERTINRG R )
Bl S A JE AR (Pl s i A G A & 2 A 12 ) (Smuith et al., 1999) © AN > Clemmer Ei
Schneider (1996) HIEY B fR2E 2 7] By 45 B F2 % (Procedure) k¢ H 8f (Interaction) FH%H ;
Hi& BN RIBCREL AR - igE IS e ABRSIRF B AN A - B0 - EEERTEL
HRAETRAR S B B T e R R AT (AR AR A A BADRERE A B TS A
7K 0SB RE O EIRIRIM IR PR -

Bitner et al. (1990) {Effize ~ fiRAE BAELHESE — AR 41T 699 {IE A KR A B = {4 -
FIFH CIT yA R H =FE AN F] g 2K A 55 2 s R A « B 5 (BRSO A U A Y N i
RAEEERAZ S RN ~ B TEATT R & iy © 1 Hoffiman et al. (1995) [F]fx
LA CIT iE43 BB MERA R TR Y 746 flH 3R » A5 HED Bitner et al. (1990) BYZEH AREH
[A] o fbAh - B3 3EHAT & Clemmer Bd Schneider (1996) fi Hi A AR 1228 — KM i (s
R REFFE ) ) Zami o K - ARG Lt SO - KRS S iR o0 B IR s EE R
HEHIIRER (HEIRIER ) ~ RBEMIERIE AR (FRFPRiR ) DU B T ATT RARR (A
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fEA%ASE (Price Fairness) BYEFE Ry " FIETHER - 2SS 25 EAGEE
Al EEZ /N IE M | (Xia, Monroe, & Cox, 2004; Kukar-Kinney et al., 2007) - &84
B2 LA T B ER T 25 B G DA T B 2 I BT (EAR A SR R IR R BB AR - 140
IR EL S B0 IEFS (Distributive Justice) BHEmHAD T aRAIELE RS M2 I B R LA
EpEaft A "SR B ARYEEER | BURSSR - SE BESTRT H SRR Lhi 2 SR

PRETTH B A T I 55 O AR IR R B AR S M S AR - 36— TERSTEO
HHEREIEL > HIE AN VERE A 5 [EE R B K13 (Daskalopoulou, 2008) » i HE#
A I R B Y e 5 1 = 8 (Kahneman, Knetsch, & Thaler, 1986; Oliver & Swan,
1989; Rabin, 1993; Campbell, 1999; Carpenter, 2003; Xia et al., 2004) o 55— » {EEA
FA B U B 2 P 3 B 40 D 1 F B i (Adams, 1965; Bolton, Warlop, & Alba, 2003;
Kukar-Kinney et al., 2007) » JHZ5 FIEHE — KINHERS RSSO » SMkigE—XE
—xi Tk (Output) Bil# A (Input) FE3R | Wi 2RI ELER © [KILE » 38— R 4E
AR 3R - THE S BRI K HE R & A b — RIEAR S 3R P RYARES /K HE 5 35
FHEEREERLK - & — RAEE SRS b — R Rt th - 25— MirsEikp kiR
TNEYEAR A RT DS 2 FIERE BUER A ABYIRIER - 12 BRI AR IR - PEAREARS (1%
A2 =1 A D) MEFRFAE  IHEHFRSZENERBIA AT DIREE & 70 2T H R R iR
NSRBI (SR 2 <ISCHE 1) I EZK H EHERS S AR AN -

RGN FE AT R S 48 GG SR 5228 (Campbell, 1999; Bolton et al.,
2003; Daskalopoulou, 2008) o HHyEZE 5 RSB AR Y SRR AU 2 - Bl i
F oA S (Distributional Fairness) © 4[] Kukar-Kinney et al. (2007) HYRFZEEt E
RN S Ry S B0 SEE - M — 2 58 B e s B e A A (B P s ] -
Smith Eil Bolton (2002) 5 s i #5 2% 3R & 52 R B AR B Y 8 0 (A ~ KB
disconfirmation ~ 233 ) o [KI[H » ASHFTERE DARIEL RS A S 2k i Sl 2 E I SFE -

IEAN » MR AR End EIH B A e U (Utilitarian) B25220 (Symbolic) AT HIFY
85 5 ATE SRS AN - AeEE - ArLsUR T EviEL - WIRDR TR o
BHAZH LM ~ kA& R ~ B0 EiE B TR - AT Rt 22855 (Smith et al.,
1999; Chan & Wan, 2008) - R [EIFIARBF LR » i sliHITHIRANE - Smith et al. (1999) FoR
BB AR RO L B IR B AT EE AR Y 3R TG TH B E R R RL - 1 T Ik
BHEIRSRMIR 5 5540 > Smith et al. (1999) g KI5 A BREFEAER T B TME A
TThRRER o HIES [ BHEHRIM AR IRA - B T RREEIFERR 8 | SRRk -
R A BEAFR A TR KIS - AR M Z BE RS [ZR A0 - TR [E e

312



b= R ¥ ,—:“’a:%' F22 g2

F B SR EE AR A S (Hoffman et al., 1995)  Ji4% & 1ITE I AR5 22 3R T
A o (ARSI LR ERERE AR - AR AP R M OH B 1A S EE i
7@ (Daskalopoulou, 2008) - jfij HEZ#&FE AN ~ BAF 2§ (Costs and Benefits) 5254 HHEH
(Kahneman et al., 1986; Rabin, 1993; Smith et al., 1999; Carpenter, 2003) - jfj H. > Fit%%
BB PAF AR LEIR S - 380 P (RIBER AP ) 2B & i e 2K
ZE(it L EPEAIFZ2E (Smith et al., 1999) o REE G (Prospect Theory) tHERHAME ALK
BFIFRAREER A N E A S IR (Kahneman & Tversky, 1979) © ARIEE 52 B
W LEIE P R Y iy (Kahneman & Tversky, 1979; Brinberg & Castell, 1982;
Brinberg & Wood, 1983; Benartzi & Thaler, 1995) » fHIKNATHLIIETR @ (HEH B
FRIRI S PR A A i m RS -

= B P A B SR

B AT B By — LA T SR I B 8 B @8 (Self-perception) ~ PRRELTT Ry 2 AHRH
frd o Weiner (1980) B RHER AR T-7r B =28 * #EHIERIE (Locus of Control) ~ 2]
T (Controllability) FIFEEME (Stability) - HZEHIMEEIERRIVE LR EN B2 - R
FHRARI SR BB E G RARYIRIR P M fR R iR AR (R S B A] DAl A ]
HEy s R M AR LR KB S RH 4R (1RE ) 8% (AEE ) (Homsma,
Van Dyck, De Gilder, Koopman, & Elfring, 2007) °

T 2 228 R i R B A AL R B IR 55 SRR AV FE (Wirtz & Mattila, 2004; Choi &
Mattila, 2008; Huang, 2008) » “Nigig LEAF 5258 H #R M FEHIAR YA - #1140 Huang (2008)
Foby b R AR B AEIRE - Rt IRI R AR e M B P i R Y A SN e R FEE RV E X
F o HEPPERARERIAA TER - SEMIREE TR - KRy T IR RER ) fElia b
PR S 7RI AR 3EE — 7 (TEHBEEAEE - BISMERER ) - mIEREE—
Ui ( BOPAIEARYE ) o (RIEEEAERIARZRR (Fundamental Attribution Error) » BHZFH LR
MR ERG R ATERFE (1380 ) FTRETEEIRIMERIFE - B3R XA R 2k B RS ME
RIZEHT (20TEERIEE ) (Heider, 1958; Puccinelli, Goodstein, Grewal, Price, Raghubir, &
Stewart, 2009) « FEARSMEMR IR IR K SRAVRTEE » A5 RaRAEBANTZE B AR A g ER5%
iE FEER T o [RIEL - AWFFE2RYEGEG] - AEE S ERFEERARIE - ARM{ES—
RIS - AWITEH SNBSS SRR P S B T TR - DARERREE i 2L
FEERIRTHEERROL - NEECR A B 1k -

EIHEE RIS R A R T R B R B BN - PLE T RN Ry &
Sl IS 25 B BT R M EA R (TR (Campbell, 1999) » FEETHI1T
Tt i RERL MR Ry 12 AT HEHIAY » S B R E RN TR RE R T T R 0 1y B T Bl B
IR > B EGIT R B AN R - LU 78977 R vTRERR AR Ry )2 S v 2
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1Y o AL T AR S ZERENhAYER S - FHATREHERAN T @ ST ELERAIE T
(ATl - RIEREIRY 5 5540 - i alaeHEdm © SAERAEL (ATHER]) EREIH
HUERS o B —EFAREARER - ER— T EAEMES) ~ 6EJT ~ S - RRBEE RN iRy
B MARZHFEBINT LA EAAERE - BZRR S rTREHIRY - BRRIAPERITE RN B
JERTEZEE > RSBk E0H, o 140 Bitner (1990) St 358 5 1Y 25 35 5 B pu s i 26
Aot RIS Ry PTHETHIIRY - AP (SRR E S (B e R e AN AT HE IR -

BRTRENE - BIEFFRENEER  HRAKRAREE - MEBAERIZRARE -
iR R A APHEE T SRR - MERZ & THII AR Y L ER AT RE PR K8 4R
(Folkes, 1984) - FHIZH - %55 [ RERAVIEAE 20 (2R ~ sSBEIN) - 1HE
FRFEEDATHIIAR SR ER FE R B AR AT REME » FHERRYER - BRIRIRAR e M E A AT 5
PR R BRI - RNAITER B B AR KRR AR R (FTREF 34 ) - 1M
B H B SR EHME SR KRR K Ry AR E T (Bitner, 1990) -

E R R BRI - AT SO L FE RV K] (Weiner, 1985; Folkes, 1988;
Campbell, 1999) » AFETMAZ K AIBAERL S (Mattila & Patterson, 2004; Kukar-Kinney
et al., 2007; Choi & Mattila, 2008) - HAAJEEST » (B SRR AL A MR 5 SRRy
AitE T @ MARBHAA S BRINEE B " il ) SRR LER - WWAEEHEAR
IR THOMEARS AR A SPRYREAD -

DL bornlatam 7 BRI edl M R e M - DU EMENEE S B2 - FREE -
PRI BRR E VR A BAF S B S S P2 82 2

MR FEHAI—E B (Cognitive Consistency Theory) » {HE & S il R MR L
PR R U kR b B B O RB B — B Y & B (Abelson, Aronson, McGruire,
Newcomb, Rosenberg, & Tannenbaum, 1968) - B IS FeAE R HAETR » 1HEE B3]
i 2208 & 3R A9 {3 JE AR & = R B 22 Y B — & B (Bolton, 1998; Tax, Brown, &
Chandrashekaran, 1998; Yen, Gwinner, & Su, 2004) - ZE{fZ AR 555 ERAY 58, - FHTZCEE
N CEIRSERBE AN - A RIRHE E I B 2 B AR SR A T s R ey R
AN B EHMEIRAYTEER S (Choi & Mattila, 2008; Van Doorn & Verhoef, 2008) - Hansen ~
Samuelsen i Silseth (2008) iff5tF5 B2 52 (Corporate Reputation) &M & FEHAS
P PRI B B - R E SR e BN B SRV (ERR S - KL - B
JA b5t AT R e S B AR 5 S BRI P AN B fEAR A - KBRS B %4
SEEEMSERTEHE T2 2 (Oliver, 1999) -

R T B ERABRET IR G R AT A R ER R N S EE & A B Pk % R
SCRE A FH T T B 2 T T B R SR A (R T — B YER - E5T 0 IR HEE B IHE AT
K5 O 3R AR i AT+ R EAR A 38 A ks 2% 3R 0 10 S P SR R T TAT NV S 7 A U -
1T 58 A 1 T B S o o 2 3 R L R 5 SR r R K Ry T AANERE ) (Weiner, 2000;
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Vazquez-Casielles, del Rio-Lanza, & Diaz-Martin, 2007) ; [E]3 - & EEESER REEE
BAEARB RER B A AT - B 3 AR IR AR (RS SR A EN R A A L S0 FE - HL
TSRS oy S T o Y 2 e v i 58 RIS e B R Ry " B85E 4 (Vazquez-Casielles et al.,
2007) - #rey BALEIASE] T IR/ B T E R U S IR SR MR K T AARE /R
PRS2

BB A IR AR - B S AR R Ry T RTHER ) AR ERR
JRRIF KRy T AT (Bitner, 1990) » TETHIE B SR NRR SR AR B IR Ry T RTHER] 1Y
S ERH RN B AR R IR Ry T AN AT 2RO AE o IRIELAEET RERER R Ry T A
AP R o TONERE | BRI R R A BRI AR A B T RE H B S 3R B R Ry T 7T
PEH L BITEDLT o i bl 2 {2 AR5 O R I B o L (B A L SR I s B8RS - #BR K]
R TRTHER] | AYBRES K3 vl RE e 32 B 1 HE B SUE TR 5 FHRAY - iR R &
SR E R LA F—RAYFHE L (Darke, Ashworth, & Main, 2010) - ¥ {E3EEH &
TATEN SR HLEL R R ER R IR Ry T AT HER , BT - AT CERER IR Ry T A WT#EH] A
3 HREERUREPSCRTE SR MBI AR R - (Kt T1E5E o BRI R AR
B R R R E R T RE I B RER B R Ry T mT e ) AUTEULT o DL HEGwEL Tsiros
Mittal Bd Ross (2004) fF5E#45 R —E 5 MM E 28 AR iis e i IR R A RREIRE » 285
NEIHEME (R AT HEH] ) B E S LRy A R (R R AT e ) & - 18
FHEAFEIRYREL A MR - AR RRIE R R TRER - BRI EAR
(KR R Ry mT 2] ) BIHEE - fEHE A RINRE RN AFBRIHAEE
(KRB R R N AT HEH] ) I B - T2 0 18 LR IR Sy T AT HEm] | YRS 3R
TBOUT » B SUEENE B E I B B A WA AN F] 5 o — BN A T s B AR
S &R A T B -

PY ~ IR I ~ il B s B 2 I AL 1 P Gy

R iR e T B B R IR S B IR (Keaveney, 1995) - 1 5@ & HIAHE R Ry 1
ZH IR (Customer Switching Resistance ; CSR) AYEH## 2 — (N'Goala, 2007) - #4
HJEhE - EHEERREE P IRAERER o RIEF 2B ST TN PR E RN - 2
R RS Fi B A Pk A A il i B T A5 SR (Hoffiman et al., 1995; Smith et al., 1999; Wirtz
& Mattila, 2004; Karande, Magnini, & Tam, 2007) °

AR5 5 & B8 R SRR LA 1 B s BN B B BR X (Bitner, 1990; Wirtz & Mattila,
2004) - fSEARTIRARIM B A EIRE - BB TR RRR I Rl 2 mT e - (BT e (RD
ANHEBE) MR R A AR HE (Bitner, 1990) - B 2815 H W
FRFRIRIE - W E AN A RERIH B B Ry (RS AT BRI - DRI P v 2R A il Xy m 42
HIE (Bitner, 1990; Wirtz & Mattila, 2004) « [tb4h > ffE (e (EIHE A ARG R K
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BRI AIAE SRR (Bitner, 1990) -

SN ANFRIRER A S s B B I ERIREA] - 410 Folkes (1984) {EIHEE ¥
M KR ISR SR - AR T AT R AR RYCERIRIR] - T RTEER] H AR
WA (BIARE ) ) BKGRIF RN E S E B AN SR ERGR K (FfE ) - fERERIEK
Fo TARIPERIHE 84 K IHEEEHRE S S ERMEES AHEE -

P85 K AR B 1 1) R W ] P & Y A M B B R e B » U A A B b R ik s A
Haw AR ARG E — BT R - AMMMEHEE RS PrEL s it -
MEAAE AR BGEAE P AT HHY BOAN B E B S A i fE 2 tHZFHY (Homans, 1961) © Smith
et al. (1999) P2 Rhliss ki |2 RAS B AR 15 5 5 o FRIRIAS T soit @A it - HARES iR bl
FTE RIS B A HARA R - DIE RIS R B BEAY R B 3% > FlI Foa Eil Foa (1974) HYE R
MEm—A > EEHE AR RO AR R RARZERE - — s > BIREAREZ
[H¥ se i B 58 (Concrete) 322 (Symbolic) Z547 (Foa, Converse, Térnblom, & Foa,
1993) - fEARIGZEM - HEENE SRy 7152 HARRUR S (AR BRIERL ) B8
PERYIE A A4S (AEIYIRIEE4T ) (Chan & Wan, 2008) #5538 AL RE R
AR5 5B AR REFR LT B 75 THIARY e Rl 2 -

h. ~ WEEBEE
UTAEAK - FFZE2E G [ Smith et al. (1999) FYSCEFIR - FHEB AR AL OE
AIRRASIRE - i [V RRR e S EGH B H KB ERIVIEA &8RS A B EIRIR
B ny i~ R ST Rl N ERE - QIG5 [3EE &Mt s & IRAYEE (Chan &
Wan, 2008; Hess, Ganesan, & Klein, 2007) « {&R&H/ LEELEEBET S - FISERE A1
AR YIERE - a5 B EE ~ FEPE R ~ B A H 2% 55 (Kahneman et al.,
1986; Rabin, 1993; Smith et al., 1999; Carpenter, 2003; Daskalopoulou, 2008) - fR %A H
s IR SR E PRI RE R A/ NIRIRN E IR AR B IR ~ BRI E IR FIRLBER = &
TR G (Kahneman & Tversky, 1979; Brinberg & Castell, 1982; Brinberg & Wood,
1983; Benartzi & Thaler, 1995) » JHE# ¥HAME IR I AHRHIRHE S R AN R B IRITAS
2 - Smith et al. (1999) B HE—HE S o B0 (VBB A% ) SERQ s & i 5 28
KIAZEiE A& PRI o K - A SCTHING R HR AR AR B L3R ( B S (BHE R A
HYER ) 1 B AV (EAR L S BRI S BRI 5 | 88t A R IR L3R ( RREMIFERAZ
HIRER / BRI T RIRER ) » Aftgeiett Ry IR
B 1-1: "IRBBELRGHRR ) RO EEBATFREBBERN T At
BB KR, ©
3% 1-2 0 TIRAFIRERLORR, BRWPBEBIFRAGHEXRN " § 1@
AATHORIR o
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St PRI B G Y R 1 B 2 P 58 T ANrT s 8 E B B 0 SURE 2 A efn &k
H1—3 G (Abelson et al., 1968) ~ IF A El & A& XUME (Van Doorn & Verhoef, 2008;
Darke et al., 2010) W52 (Vazquez-Casielles et al., 2007; Tsiros et al., 2004) » Z
JREFRIITESE R » AR IR A RiH B & B SR TE I B S 0 RF G R O 35 K
CETHER o HBIETAE S R S AR AR KRR A A AN BB R A EN
S2IRf - 10 BRI R BRI Ry T TR [ - IR B R R R e PR IR AR &
TAIFZEE o [RIPLRARIE R Ry T ATHEM  BOTHERE L ek T AT HE , BRI RN
BRI - 28] TR ENE ) EROK o ARWFgRiR T TR
3 2-1: EBEE "TIRBIRERGHKRR, B RELRT TTEN, WEEE
B RRE T AT, FEHROEEL LT R HFRE
ST (stability) 58K -

Bz 22 A#E "TARDRBEEN KRR B> RERRAE " TN, EEE
A RRAE TR TSN, FEHNROEES ST 22 HFEE
M (stability) 2 & # K -

1]z 2-3: EHEAE TETMBAITAYKRR, B RAERRT TTiEH, WHFE
B RRE T AT, FEHROEEL LT R HERE
S (stability) BEFEK ©
FER B R AR /N - AR5 AR BRI & R Pl Ry — R A BB A% - R 3EH]
FHFHIEFR 2 AETH B - BB HE RS (Smith et al., 1999) - #E—PARIBE A
HEwm - ARG DAERIE IR Ry At - BIEGEA FPEEIUE PR ASHL - AMME R FER G
FAPIE TR M E R SHEEE (Brinberg & Castell, 1982; Brinberg & Wood, 1983) - ¥%f
AR KB fiE - IHEE A G ER Y2 Ml R EY) - iR e
it A2 B IR AR AT (R O EER = ELi FeFE S2HY 5 (Benartzi & Thaler, 1995) < LA
R AR B R RSB IR L - IR B KR IR &R RflifE - 55— 05T > &
R ERT AR A E T By - TH B 35 110 R b 2R 3R i R B A AT #2521 A& € (Bitnerr,
1990) - [L4h - Folkes (1984) iff 9287 » FHEHY T AN AT #EMH] ELE 48 ) HRERIER - T AT
Pl HAFRRE o BRGRIF R A RIS EN S - BN DL EHEAm Y (R
=R
3% 31 ARFFRRFRE L T THERMBLFEE, 6 "TIRFEERELASKH KR,
HFERTHEHEHREH e REBEATFROBE XA T AT RBATY
K®R, BRTHBE -

3% 3-2: EMAFRZNFR S T TG ATEL ) 0F » T IRAFIRE £ Hoy KR
HRTOEHMEH RN FROBE - X3 T BT EAITLY
%R, BRTOHBE -
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T RURHs KRG DU 5% B A A0 $H  3 Se SEARAS 2P M

N~ WESEEERE

WRIBWTFEH Y ~ WFFERIRE DU BE SRR R B - AT SR 284 Rt s e E AntE] 1
FroR o AWTFEEEEEEERT (—) ~ BB R A BN A AR R PR 8 ()
FERE A NS SR ARIT - A [FIER RS SR A A P N BB RS E RS PR (=)
1 T ATHERIEAERE 5 WUBRIRIZ R - SHERIE] L3RS R Al (B B B R B (AR S
(-7

#E i
e (T | x| e %
.;%":L—‘I‘q:_(;%‘ﬁ;%) ° E"
H2 H3
BRFGREREEEY
. IEIEEHLE s
o A g RERSE Sk y > 2
o BT BT LT H1
B 1 7S E
2 \fMRIHE
— ~ i

Ry T RSS2 I AR 5 SRR R AR IR BR KR A 5 56 - LU PR BB A SR
TR > AW et B PRI T AT H] - SER(EARF & Grewal ~ Roggeveen B
Tsiros (2008) FYZEFRELIEIE - BRI RERE (EAERSRIRAVERSE - (H3CF A0S © T IRHE
FERET R - BB BRI RS AR LR - KA R S At e B A HF -
&R B AMEE A HRER ) BERRREE NS SEmIERFFEEZ © T RHE
IEER B I m s A B T RS AR P B AP > RS AR IR E R A PU A SR e R
FoP AR EECF RS R R ER - FrDUE RTEHLE -

HAREAEATBAIS S SR DU RGERSEH CRVETE © T BRI
TRBBEAGHTEEIN ? (72/15), (Grewal et al., 2008) ;" EEEE L LGAEIIIE
BE, - "EEfERERGNEE ) - TN RER S R EREE ) (2
A LI E —REFGEFRERRE ¢ 1 JFEAEE > 7 ¢ JERTFEE ) (Chan & Wan, 2008) - [
AN [ R RO AR RS RS « 44 H RIERSE- RO e s BI85 (¢ =15.26 > p <0.01);
PER NSRS IRETR » 7R R BRIy - ZME R T B AR ) WTVIHE
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Py 4.98 (32 BEAH) » BHE BB RER B AR E R S I 2 F ATat Ry " BB
B ) HPPEIE 3.73 28 BARRY) (4.15 > p<0.01) -

SHN o SR FERE R KRR B M S B B HURE AL (Smith et al,, 1999) < Ky T HE
BRI AR B BRI U SURE B AN B B A SR - AT SR S — T I A5 S AR ) e B R SEET T I
H] - £ A Bitner et al. (1990) ~ Hoffman et al. (1995) F1ZI5ZHAE A (2001) HYARES 3R %H
B ERRERESORR AR RS o B T RS BRI SR ) L R AR TR
IR - BORRIRIE ~ BORNE ~ B ~ REIAYSE L3 T ORRERIERE IR |
AARKERZFR B Z PRI R - T B AT RROJGER ) A B LREEEAA A ~ 3%
B~ RINERS - FIRSER - fTRIEEK - BB RTINS - SR LU EGE
FEEHCHAR | WRGRBEEHAS S B ERIRE M © FaP R B E R
/NIRRT (SIan ) 5 BEE R R B E TR B AR TR (1 JRE AR - 7
FEHIFEE ) (Hess, Ganesan, & Klein, 2003) « 53R » [ IREEERRHMAIAT ; DURE Ry
HAGR (M=4.74 > 18 fHERA ) s FEAZRTRE Ry " ORAEIRIFERZ IR ) BIFER (M=4.63
22{lEREA ) etk 0 T BT AT TR ) RILLF TR AR Uk (M=4.42 - 22 {EfRA) -
HE ANOVA HiE B8 — eIl AR ik R AR S 0 il 22 5% (F=0.23 » p > 0.05) »

o BB

A FeFE RS SERG T E B ASGE B AYCR - DIEsEs R - Ehe— 2
e 1-1 28 2-3 » B A2 EEE Rt 3-1 232 -
(=) FB— : RABRRAY - 8T el

B — R 3 (B REREA - IR ERAMAIR - REEEIERAZ LR -~ B TEA
TTRyZRER ) X 2 (HERIME © IEEARNT] ) X2 (FREM: © TRELAFR ) U EERERET - 12 41
A o ARUFTTERE R AR E - SR EESERIECR BB DNy T EE BT
MR I e BB AR A2 - DIRERE 7 U 2l e A FEE S (ARG > 1992 5
HifEFE > 1992) o SZHBEARBOR 480 173 » HRUEARE 460 173 (5514 199 17 > Zoik 261 417
BTN @ 20 BRLU A 24.3% > 21 28 25 5545 63.5% > 26 LA A 12.1%) « 323
HEHEPER (300~700 IT ) FHENEEE (EIER RGBS ) FIE 2% 2.3
R BRVEEERER 401 JC o FHFAE R O] RE S s B M5 A RS S - R
SEHEATARIS R ~ HEHIER IR ~ 13 e B DRI B S SR B AR A 2 S Y 28 TR 7480 S B o3
BT > FESREUR AV A AR IR A E 2R (F=1.4 > p>0.1)

BB RS S SOR » DR ATEE AV EAE ER > B REIRE A
ARELFRRIRY R - B8 e I IHE RS - MR BERII A, - 18
BESCARAT CHBEFREBSCF R R SR SCFAEg s ) -

TR o B R A A B EE R AR R Y A EBEIZIER > HE — R E LR
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300-700 JCHYME BB - A4 R2K - B5oREHR - ELE 7 —I1E 400 JTHYAR PE R EA
PHEEE - WEREESHIER TEHEAGYDRNEERS , ~ T8 T, -
HIFRE PRI ERAS LS s ~ B PARSRUkZ: -

EAELRI R T - FELEE] TR IR EIR AR AR - Fla0 TSR
B E T KSR GrBEEE A A4 HEERE 5 - (CRRERIERR AR « A
PR R0 5255 A AR R AN N DU FH o AR AL SRR o AR A B KRR FE ARy
BR G BTEAITRAHR © L3RR IR A BT R LRk -

BERIRZHENEE S5 > O ANEE - R OISR B R E IR RL: - EX
AR i B AR FIRRRY 3R ( TI8BAE ) R RBER T fBeERFouk "84, ) BEE
A HERLE R IE DU o NI FEEG o (AN RTEERIRYSOARANT ¢ AR R R
KR T RO RS - NP RS RN B ASE R R
o B EBE APPSR » RAERIFERELIRE " TRES RERH HE
R B SR EARAMREPERIRIZANER 0 B T EATRARANE T ERERIRE
BE gL NI ARES A B3R TRIA A/ VGRS B FEE, o SR BE L]
RIZRATERL <)

(=) B=: RAFkRMA ~ ST~ EHHEHERT

B R 3 (IR R ¢ IRBEIRAHAER - RAEEERAR AR ~ BA TE
AAT Ry R385 ) X 2 (HEHIE - "TERANT] ) X2 (FREME © TRELAER ) X2 (#ifH - A ELfE)
RIE ST - g 24 fHSZEAE o (FERRRE DT N B EE P iR B —AHA - HE—A
[FIRY B S 52 BEOCCAR 792 1y » GRURARET 727 f (531 254 £7 » 2014 473 i
SEERTRANT © 20 BRLL N Ad 40.4% > 21 28 25 Ak 49.9% - 26 ELL A5 9.7%) - [FIAE
SEHEIT RV ER AR SRR 8 - HAS R AR ERZE /KHE (F=0.58 - p>0.1) -

s USSR SR EE—MIE > ME— R EREAEREREE S - i ESCFEHEA
EEELL 30% HFrilwifERE -

=~ BRI E R R R
(—) BEigtk

ATJF5es% 4 Bitner et al. (1990) ~ Hoffman et al. (1995) B1Z252HZE A (2001) FYRFSE »
HFARTS RERIATY ST B T IR IR RN RER , ~ T RREEIFERIRHILAR | B T B T
MNTRIIIER | EITERSERTE - M85 =855 » 55500 R AV S A S n i &
B B AR ER IRIA ER AR 5 SR =300 Bl R AN IREE TR & - BRCERIAAIEEHE A
HR A4 HREESL - P B ik e CRER &R -
(=) BN T LREE

TRVEERS AN ) BRI B B SR B R AR P - S T ek
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ALfEEET > ERERTEER RN A HFE RS 400 70 ) BURGH - 4 " 2Pk, - T
R, o~ TAEHEE (S ) R TR o Y R H o R P RE e [F
TERE - [HEEE ] fETE H /& 28%% Kukar-Kinney et al. (2007) °

ERERE T ZHIERESE > &2 Smith et al. (1999) 15 BRI #2553 S AR
FEZ WSS+ MM A EE R R HV R H IR BE 50% ~ 20% Bl 0% HT170 BIAEREE ~ &
JE BRI IS - AR RAERSIBIIRES AR N » e R I S/ N S B AR TR T
JE o KL > HRE AU IR TN B B BIR R AR B EE T AV DN - R —IREE = R
SURETS BB =AY O A IERRAN » So— 05 - " HTIIERE ) MR R e e E
IS IE (BI5RHZE A > 2001) © ABFFE2 e (2001) - DL T E H A 30% #7141
HEITHIE RS o BIRREBAME > 120 JTAYPTHI (400 JTIHY 30%) WIS :E FCH LEERT
i - FE S E R e B -

FERRIERITESE T TSR AP ) i Badichy © T b5 - EEERAE
B B HEE R A 400<0.7=280 T, - BIEHEHEMEZE T A FPYIE - 40
TEwhlE - R ERE—AHE -

B2~ EROITERISER
— o BB R
(=) & AT

By T Ba et B e R A E R FIIRCR - A2 B AE AT IS S e A LU
ROl FE H CORVAE © 1RSSR AE AR I K E 38 8 i v] LA R "I REME Ry
faf 2 5 (1 5E%AAIEE ¢ 7 ¢ 583 AIHE ) (Choi & Mattila, 2008) : " REI1GE 5 B HESE
A= RS R EREVIRIX T RESZ 2 o CRIEFME - kAN ~ BRE - ARE (S ) ~ B3k -
AR (A ) ~ FERFREEME - ARERF (L ) (Hess et al., 2003) 5 K 7 haBEdkaR
MRS HERITHIIOR - ZHEHER © T REGEITEEIRIIRE K ? BT FIHR
—IEAR > A o L REER MR L E IR (IR R SRR ) / 2. BEAE T
TEHINRIERTR K > BB TR TLUEE EIE (CREEMERIF GR ) /3. 2R R TAITR
SRREFTERL ( B T ATTRRER ) -

RS 1 AR Hrh PRl EsesE © I R R IRER (F=0.01 > p < 0.05) ; JRAE
JEREE R (F=0.97 > p < 0.01) ; BT ALTRRHR (F=4.48 - p < 0.1) - FREMERE °
s R RRR (F=1.43 > p <0.01) ; REEMIERHZE R (F=0.73 » p <0.00) ; & T A
AT R R (F=3.31 > p < 0.01) = [IRAREEAARE IEMER IRy © 91% ~ 95% ~ 85% >
FER TR ERIREE (X >=679.60 > p < 0.01) ~ FERER — B e Bobe & i B O -
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’” 1 BEBARTE 9 ERE

HRHE R HHIER RERR
KRERE T ke THEE RE
B R L E 34.97 (1.27) 4.49 (1.30) 3.69 (1.18) 4.63 (1.01)
F R S 3T 5.22 (1.23) 4.71(1.16) 3.77 (1.05) 4.84 (0.92)
S EASFLAFE 5.13 (1.11) 4.74 (1.39) 3.36 (1.11) 4.51 (0.94)

(=) & 11 2R%x2-32HE

st 1-1 Bifiast 1-2 FEHBYE R = MARE KR E3UE - MR IR EE
TR IHEEFEER AR SRR " oReEEEREE AR, B T BT
AT R KRR o ZIHBFE » 3R 2 Ry AR A ISP B JEE T 5R - Bok - ETTIRES
SRR ~ $ I Bt K] B O B R R AR (A SRy = IR A B AT - A SRANR 2 =
TR P A it SR e AR BESE (F=6.57 » p < 0.01) » #—2F LSD (Least Significant Difference
Test) 2 B LLBAGE 2580  FHER T IRBHELDRRMAIR | (M=3.96) » HEHIIRE R
NSRS HINERY T ORBEEIFER R RER L (M=4.27) » B T B T ATThe 8%, (M=4.23) »
PR Lo A 7K UE (p < 0.01) » ffUiReER 1-1 JefReas 1-2 a7 -

st 2-1 B iREsk 2-3 HiRy 7 HIGA RS R 7 H A EE A SR e B e X ERE
SEMERF TR - AR — e - TR R P B R AN S A SR AL B
VER - AR$ESR 3 2 il ok [ORT B £ 0 B (RSP A B2 (A A P s B A R A AEH
(F=4.81 » p < 0.05) FeJFRHEAY ~ $E i) i KBRS 7 Wt R A FN B (BRSSP R3S B E
FFAZE (F=6.08 » p < 0.01) o #E—HEIT ARG RFRIABUIEDL T - HEihlBLFRE B KA A
BEONEE R TR AT o HETT T AIRBSENRRMICER | & RIS A
Pl B RS E R A B A A/EH (F=6.69 » p < 0.05) » 4M[E 2 » #fiE 2-1 a7 -
[EIER S HIHEST T ORRBEEIFERAS AR Bl T B TR AAT Ry kiR | & IR SR 8053 AT -
LnE 3 Kol 4 0 $E ] ELAS E B IR AR A SRR BAER (Fg=6.98 > p < 0.01; F
=2.77 > p<0.1) > #ufiax 2-2 BT > (EfERER 2-3 BdFEIA T -
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%2 MBERATHHERET

E ,—:EC%' F22 g2

EBERER R lEES T EHIE R
RIRE THEE BE THEE BE
TR AAE 24.13 (0.69) 3.46 (0.87) 4.13 (0.80) 4.13 (0.81)
L DR L 4.41 (0.85) 3.68 (0.86) 4.50 (0.80) 4.45 (0.69)
ST mA L3 4.25(0.77) 3.74 (0.60) 4.91 (0.76) 4.00 (0.84)

+’ 3 PRIFKRRIFE - EHARTHERAHMBERAFHN=RFEERIH

IR B ||l A% BEHE F1&E REE
A T a67.172 11 10.03 0.000
2R 7915.46 1 13005.21 0.000
%3 7.80 2 6.57 0.002
g 18.97 1 31.17 0.000
FE ABE 26.35 1 43.29 0.000
=% FT* | 0.31 2 0.252 0.777
% FTx FER 3.05 2 2.50 0.083
|« RET 2.92 1 4.81 0.029
% FO P » RETE 7.40 2 6.08 0.002
Exd 272.67 448
) 8280.38 460
TR 339.84 459
A% RTH = 0.198 (FERELY R T = 0.178)
—Es SRRy b=
4.3
a2l 413
413
41t Ny .
4l 413 -, .

3.9r \\\ — A - E?Ih,slt[]

3.8

3.7t .

3.6f

3.5F .4 346

3.4

= REt FEt

o

2 RBEERARRIFRLT - BEREHENNBERLAFENRZEER
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4.6
45 4.5 l——————_______.445
44 4.41 A
43 . —
42 N ——TF T
4.1 N - A - |
4
3.9
3.8
3.7
3.6
3.5

T T T T T T
’

TR ==

3 REECIEEFRRIFRT - BEREHHNMNBERLAFENRZEER

1l
i

W hAhbBARRRR
ONOORANWAOIONOOU
T T T T T T T T T T T T1

4 BETEATRIIERT @ RERZEFHBNEERLAFENRZEER

T HE AR

B H BB AR nT e E AR E B RIBDC T - SR R SRR I i (B
HEFHNEEE AV - R4 BILVERT - RRBIEHE NS E S FTRRAIN
{ERG A -
(=) Mm% 1-1 BEBE1-2ZHBREL

HEFEHIE ARG » IR IS T S B M A BRI 2 - e
T 1 LR 4 R B S TR (A N S IR A3 B AT S SRR B R R AR L 8
B% (Marginal) &2 HAEH (F=2.76 » p<0.1) o N —FHEITEZHR ANOVA IE » {EEHT
BRI IENL T » =HEARE LR M HAA B3 (F=4.185 » p < 0.05) - #& LSD % = LIS 41 »
EERHIE RIS TSN T - A T IR ELE AR | (M=3.94) - JHEH AR ER A
PEARHY T RAEEIERAR AR , (M=4.27) > KA T B TEAITRAIR , (M=4.25) > f&
SREEREE KA (p <0.05) > I RESEEMRES 1-1 B fREk 1-2 gaT -
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(=) % 3-1 #iE% 3-2 25T

R 3-1 Bifiast 3-2 F ISP B AR B KGRI KRy T el EATRE | nUEHNE
o REEI AR BRI S B B AR EE A PR e B2 2 - 8 ANOVA
WME - [EEMEEEEN T - TR EATEE , TR AREEGRAEA
(F=3.91 > p < 0.05) - #& LSD % & LI /GA] - fEEHIE RGBT - mE " s 2
AREE J B T IR EDR AR ) I (M=5.20) » HERSZFRIER AFEEER T oREE
JERAZJCER | (M=4.61) B " B T AfTRIER , (M=4.61) HYIE0L > SRR EE K
#E (p < 0.05) - HUIERE 3-1 F2 3-2 BRAT © 5340 - sEFTRRHI AR RRER IR By T RN mT ek HARE |
( "ATTEERIHARRE 5 8k T TR HARE ) RS RREE S - A RIE RIS =1E
AR5 O BR AT A (E A N P2 2 BTSSRI A (F (ror) (58) =014 5 Frary (¢
=057 5 F (1) (52,=0.43 > p>0.1) «

® 4 MBERQIFHIERET

BERIRZE aTEHIEZR NG IPSES
KRERFAE EN BE TEBE B

) 30% T4 | 8520 (0.86) | 4.42 (0.85) 4.90 (0.90) | 4.46 (1.00)
B3I AL A

A 412 (1.03) | 3.69 (1.21) 3.86 (1.07) | 4.09(0.98)

30% $TMEE | 4.61(0.90) | 4.47 (1.01) 4.94(0.99) | 4.59(0.99)
K g SR 2 I

o A 442 (1.02) | 3.74(0.97) 4.48 (0.92) | 4.47 (0.79)

oy age | O0% P | 461 (1.06) | 4.24 (1.07) 5.13(0.81) | 4.49 (1.06)

o A 4.36(1.02) | 3.75(0.64) 4.84(0.91) | 4.03(0.93)

aiys (e

~

= EHEBRERS

ABITSE B H WIAE R ERES R SRR A ~ AR ~ A SRR B A

RERB PR

BB

s CHERRAR R RN S
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T FRAS KR DT B B Ao il 5 R e AR N

TR p & IRERER
GE A1 THIEE AL A, IS T e g G
T e p <0.01 H
GF 12 TPTRRRGRRE, B SIREs se Rt mEs <0.01 3 4=
BrET BmA LR, o P '
{:5—;?2-1: R a_-? gilejj(zt-—‘]iiJ =k, DU LTS TS
NERECTLLTE T T ERTHIEBER | p<0.05 2
TSR, STIFFR MR (Stability) ZIEEE S o
FF 22 GRS T L TREEEHAE, = LA T
PR E R AICE TT oA AR TESAER p <0.01 3 3=
TSR, SRIFFR AR (Stability) Z)jESE - o
FF2-3: RS T8I BASTRIALF, =FH LTS TEE, =3
gqfé;%%i‘? s:_;z T =] 62 FEsEs P<01 |(gmzmy 4w
TSR, SRR AR (Stability) ZjESE - o
5= 3-1 LWITA IR G T RIS T AR == rgiﬂrfa%
FRELE, ERT PR EEEEE S T RS 4 | p<0.05 3 4=
BT R AU TC, R HE o
FH 32 HEHLENFIG CHAHIZ TR, =, Ty E
¥R S f’]*«i”éi?rra-‘f‘ﬁ'*” AT ESEE . 4 p <0.05 ER=
B TEI BAFLALE, = HEE-

h - iR
ABIFFE LB IR A R B R ~ it AT e L R SO R BERESRET ¢ (1) ERAT AR RS
%'Jﬁ(é;%ﬁ%ﬁl”ﬁ*%’\ﬁz PRS2 5 (2) BRATAE B AR IR SRR IRF - ARG A TS BEA 52
AAFFENHE SR ER PR S Q) BETTENFERRIE T - $FEA R LR
SRR RO NN AR A I 5% - IRIBRE R RT3 - A3 AT E
FRELTERE > B AR T2 TSR P I A BRG] B AU T e -

— ~ WSS SR
(=) M5 kRAAHA %’%%ﬂ%‘iﬁ#&&%ﬁﬁh”ﬁ

HRAE PR AR B ER  R BERE - FrEam IEs 1-1 22 1-2 > KEREREE - AHEHY T IRES
EERRMARR | - IHEAFNRER A ?liﬁ/‘%‘ﬂﬁﬁ%ﬁﬁ"f“‘)ﬁ FORBEMIEREE AR B
TETEAITRRER  ZIHEEF - KL > IHEBRILER L P2 BT A S EE R
ARFEAYFTS BRI A R - UHE BRI RRNY T IRB R AR AR, s
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j( °
(=) BAMRFF KRR FTRSHAFRORZFERAHETE 0 EB/BEAFHGTE

e RE 2-1 2 2-3 » PEEIIEE B W A B A S A SR R S A
R HEFIBATR - KRR EN T IR EIRRARRR | B T ORRERI R SRR L WA
RUJEREG A 2T B SR IE I EN GG L R AR ER R Ry T T #EM > HBIE
T R FE S AR A58 AR BN H B A EAS S BT 2§ [z > ANEEE A
SERFAIAENSIRY - 10 BRI R G ERER R Ry T T 1500 - IR & s B U e iR R
B AR BN B B RS SRR A s 2 - 1 Bl R E IR AR R - 1H &
AT RE RIS TS M B e M R R HE R - HLVH B & [RIRE S BA3 E TH B R PRy 38
A - LR IHE T BRI KRR E - &2 B e e SRR
HIENS 2 - RIEREAI— 2B 3 (Abelson et al., 1968) ~ 1E [ Hil & [HI3E B UE (Van
Doorn & Verhoef, 2008) Kz FeriiiFFEAI55SE (Darke et al., 2010; Tsiros et al., 2004) » {5Z%
FHHIE—EREEG RIS - S ESEFTR AR B — S n R AR A AR
B o SEEFS S ELZ B FEAS S —2 (Yen et al., 2004; Bolton, 1998; Tax et al., 1998) - [fj
HASCGEER Ry iR2 T aTHl] ) AN EE LEal R iR T ATl EAETE A
BRSNS SEERE - 2 BNERA T RRE TR ) SRR - SRS SRR AT B AL SR i
HATENIRE - WEE AT RE Sy [RIIRE S22 e A it (K] K Ry s 22 -

BAREE T B TE AT R85 WIINEE » FRG RERERRIA T ol ALt
IHEHE H AR A - 23] TREN: ) BRI s A ME A IR e AR5 S AR B R 72
PARTTHER] ) BOTHERE o 35 FTREFA ML A 3R IR Ry AN P HEe] BN AR Ry - IETAE RS
SRE L kA E T B R (RS SR 52 28 - T ELIECRS SRABAEADL Hess et al. (2007) (19
WSEEE R - AR AR R Ry N AT RN - B A Bk R ( B TE AT R RaR ) 1y
TN E T ARG NEEREY - 52 DRTEDRE (RRE ) KR
HME - HEEHE— B TE AT RS BRI S R A 2R - BIBERE
RIS PIEHEEHIARIE T HEEE T B TE AT AR ) WEMERE - TR FER Tk
BELRRAMAHR ,  T RRERIERE TR R AiR ) - K - IHEE G R RGRE RN &
T~ EESHANREERE - ARTRER IR KGR S E & A N FIRE 2% (Yen et al., 2004;
Hess et al., 2007; Huang, 2008) -

53oh - E T BT AT RRER o BRIRD Ry mT#Edh FLH 3 AR IRy AHSE R R s AN P HE
HE AR - AAEESERE KBNS S S S AR &2 - S5 vTRER A
e T BTEAITRAR ) EEMS » IHEEHREERRERE R Ry T R a]
il TEUL AT RERRIGEE AR AFRE » BIAN - ARG Ry B AR AT T Ry 3R 0 38 A v RERE KRB
i N BRs ST /K - (HICARES SR 38 48 - Hlgsiie &S it —5
PRy R E AR IR A RE 2 B BEAY B B 22 [ S ACER A A2 (RTHERIRIA) » 475
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BOHAH B E BB A AT - KL > 72 T BT AIT R ARER ) IR RN w2
I L BRI - B THE B SO A REC A B B B RIS EAS PR B RIS 2 -
(Z) ATEFAFTERTEHFRERT @ StH TR RRAD OB HE EFE 0 REA

AN ES %

fBeast 3-1 beffeise 3-2 e s AR - JRUSeMiER 1-1 RefBiase 1-2 Wt R ol a4 S i
HIVRGHE T IR LR R GAR ) WV B HATRB IR A P R T R AEEIERH
FOER ) BT B ITE AT RRER ) IHER - KL BB RBRIR ARy T ATEs HA
FRIE J I > SEEHN T IRBEERMAGR | LIHE B TR AR B T ORBE
IR AR ) B T B A AT R i THERE - S e [R5 I A B il fE 22
fiEs s - BB RS2 (A S ZHRK ) F TR AAEC . B - FLRE R
FRJERTTZE (Smith et al., 1999) < 5551 HHEAEREI G R /& (S BNH BB IR R 38
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Summary
Service encounters represent critical moments of truth for service providers in their

effort to satisfy and retain customers. These encounters may also be pivotal moments for
customers, many of whom experience strong emotional reactions in response to service
failures and subsequently decide whether or not to continue their relationship with the
service providers (Smith & Bolton, 2002). The understanding of service failures is critical
when it comes to determining why customers switch service providers (Keaveney, 1995;
Smith, Bolton, & Wagner, 1999). From an opposite perspective, however, it may also be
important to understand why people resist switching services (N'Goala, 2007).

Most research on service failure has focused on the types of service failure (Bell &
Zemke, 1987; Bitner, Booms, & Tetreault, 1990; Hoffman, Kelley, & Rotalsky, 1995; Smith,
Bolton, & Wagner, 1999), customers' responses (Folkes, 1984; Folkes, Koletsky, & Graham,
1987; Kukar-Kinney, Xia, & Monroe, 2007; Smith & Bolton, 2002; Spreng, Harrell, &
Mackoy, 1995), service recovery (Choi & Mattila, 2008; Zeithaml, Parasuraman, & Berry,
1985), and causal attributions of service failure (Bitner, 1990; Choi & Mattila, 2008; Wirtz &
Mattila, 2004).

Attributions are what people perceive to be the causes behind the unexpected and
negative events (Weiner, 2000). The results of the attributional processes influence
customers' perceptions of service efforts and post-recovery satisfaction (Mattila & Patterson,
2004), perceived price fairness (Kukar-Kinney et al., 2007), and service satisfaction (Choi &
Mattila, 2008). In other words, customers' evaluations of a service organization, influenced
by failure type and/or various attributions, will likely differ from previous service failure
research results. Therefore, the purposes of this paper are: first, to examine the impact of

failure type on consumers' perceived price fairness; second, to explore the interaction effect
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of various attribution dimensions on consumers' perceived price fairness after service
failure; and third, to investigate the effects of attribution and price compensation on
perceived price fairness as a result of various service failures.

Our research hypotheses were tested by two experimental designs in a hypothetical
restaurant context. To test Hypotheses 1-1 through 2-3, four hundred and eighty
undergraduate students voluntarily participated for a credit reward in a 3 (failure type:
employee response to service delivery system failure, employee response to customer needs
and requests, unprompted and unsolicited employee action) X 2 (Controllability:
controllable versus uncontrollable) X 2 (Stability: stable versus unstable) between-subjects
experiment. Experiment 2 was designed to test Hypotheses 3-1 through 3-2. We randomly
assigned seven hundred and ninety two undergraduate students (these participants are
different from those in experiment 1) into a 3 (failure type: employee response to service
delivery system failure, employee response to customer needs and requests, unprompted and
unsolicited employee action) X 2 (Controllability: controllable versus uncontrollable) X 2
(Stability: stable versus unstable) X 2 (service recovery: compensation versus no
compensation) between-subjects experiment.

Several important findings were obtained from the results. First, consumers who
participated in the study of employee response to service delivery system failures, perceived
lower price fairness as compared to participants in the study of employee response to
customer needs and requests, or unprompted and unsolicited employee actions. Second, the
interaction effect of controllability and stability on perceived price fairness for the three
types of service failures is mixed. Third, if the service failure is attributed to “controllable
” and “unstable” and consumers were later compensated for the service failure, those
participants who encountered a failure situation where employees failed to respond to
service delivery failures perceived higher price fairness than those who encountered a
service failure caused by employee response to customer needs and requests, or those who
encountered a service failure caused by unprompted and unsolicited employee actions.

The limitations of this study are as follows: first, hypothetical scenarios, rather than an
actual experience, were used as stimuli in our experiments, and the setting involved only a
single service industry. In order to enhance the internal and external validity of the results,
future research with other service industries and filmmaking are needed; second, this paper
emphasized interpersonal failures, and does not include service failure resulting from
physical surroundings. Future research needs to examine the difference between

interpersonal failure and non-interpersonal failure with regard to service encounter
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evaluations. For example, the customer may blame the firm less when the service failure
occurs in an organized service environment (Bitner, 1990); third, this paper uses a pretest to
differentiate internal and external causes of service failure. However, we did not distinguish
the impact of a consumer's perceived price fairness from the different internal locus of
control (e.g., a service provider or an organization). Future research may include this
dimension in the model to further investigate the different effects of employee blame and the
service firm blame on perceived price fairness; fourth, another useful direction for future
study would be to extend the effect of a service organization's price compensation on
perceived price fairness to other dependent variables such as perceived value, WOM, and
repurchase intentions. Finally, this study examines the effects of attribution and price
compensation on perceived price fairness resulting from various service failures from the
viewpoint of the customer. Future research clearly is needed for replication of the employee's
viewpoint. For instance, regarding critical service encounters from an employee's viewpoint,
Bitner, Booms, and Mohr (1994) indicated that other customer failures in a service setting
influence a customer's evaluation.

Several managerial implications are suggested by this study. First, the underlying
significance of the difference among various service failures could differ, depending on
customers' resource loss. After understanding the kind of service failure and its implied
resource loss, an organization should provide compensation that can “match” the resource
loss that customers have suffered. Second, the findings of this study indicate that the
attributing causes of service failure are influenced by a consumer's prior impression of an
organization. If consumers are impressed by an organization, they have more tolerance of
service failure based on the carryover effect. In order to reduce the potentially negative
impact of service failure, a service provider should avoid frequent service failure, thus
enhancing the customer's positive impression of an organization.

Finally, an organization should concern itself with identifying failure type and the cause
of service failure. Specifically, these failures, perceived as being controllable, should be
monitored by a service firm. The results indicated that customers who attributed service
failure as being “controllable” are influenced by “stability” more than customers who
attributed the service failure as being “uncontrollable” on their perceived price fairness. If
customers who have positive impressions of service frequently experience the controllable
service failure, they could turn their positive impressions into negative impressions. That
means that repeated failures will eventually result in an attributional revaluation. People

cannot logically make unstable attributions for repeated failures. A service firm must avoid
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repeated failures.

This paper fills three gaps in service failure research. First, extending previous studies
(Choi & Mattila, 2008; Smith, Bolton, & Wagner, 1999), this study investigates the impact
of customers' reactions to three service failures on perceived price fairness. Second, this
study uses experimental designs to overcome the shortcomings of the Critical Incident
Technique (CIT). CIT, a method of classification, takes the stories that people have told and
asks questions of the stories in order to classify each one within the scheme (Bitner, Booms,
& Tetreault, 1990). But its limitation is in the examination of the causal relationship among
the variables. Third, the present study explores the interaction effect of two attribution
dimensions on consumers' perceived price fairness. Most service failure research only
focuses on customers' reactions to one dimension of attribution theory on customer's
evaluation. No one, to the best of our knowledge, has explored the interaction effect of two

dimensions of attribution theory on perceived price fairness.
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