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LEAHE AH| & Ao BhE LH|te] A& ¥
- s Ao FA 9 Ao A4 5
BR= A F52ES FHLE -

o A e a A
FYdetn A FYden 298
ul= 2FE(Groupon)d] AJF o] F u|=riEnt ol A AAA AAM 2~ Fo] dojya Stk Il
@ foomarle A SV Ao AL A AT 345 A e AT 5
W 287 A =9 A7le oA 287 AqH) A 4 5H }@“ R P L B R =Ry
3 glen olfrst Ha glvh whebA 7w ME Aol digh A dTre] Fesdol AZIHEa 3
U el A2 G AR A A A, ot A7s ke 5
g v zy 2z mdd 71918t a7 e AqH sy dEe SHARECA Fasta ofd dig EFES

Hvfjsts 272 A} ddHor O FFoly MB|AE AlFete Avs GAR FdET webA
AMulz Aofe 2872 A9 Aol Mu|aE Algehs dAle] AR vroiAH £ AR Aol A
2 o] AA Au|ze) A dFs Ak 2 A7 5242 Mu|s Al Azby, ddje) FA) 8 &
A7 2 IAle] BRIE o FE 7L 247h anjabe] v A it AlFste] nAe 9 doti
i, Az Ao FAA mE an|ape] Al wstel] dsje] A7AAs A7~ A9 JF
YEFe Lotide Aolvt. A7 A3, Mu|x dufo] A7 K72 A9 BAE A} 2 S
Az Al = A7 2 GAld] i anjate] AFe woprle Aos deihy. deje] FA7E &4
w2 gAY A, doe Aol & de 2 dAEE /R 2EANL GAl vl 2L o E
7HL A 2 Aol tig arjate] AR O 2 AR vEth b Ao Hzigdo] v
e &AM 2GAe] Bls AAE ] wE 2vte] AFWE Aol oA e Ao Uekth
g Au| 2 Asfo] FA7E ez AFAAD A, Afe] Aol = we 2872 Al ¢TI E

o mhe e Az W Aol ol @e Aoz vehAT sl Aagel wE mE e B
e AR E A Sl PAINT R ARHE A Sl Al O 2ol s
Y 2 Aow veeh oasl ASENE tgoR 494 AN 2 B e Bkl ol

FHO| ¢ SEFAMA, MH|A M, dafo| AZbd, Aufel FA|, Flo|E, 2= olFE|, BRE AME|T

T Az} o] A2, FdU e JYBAN S G T, jleell4@can.acks

- 799 -



RS IEIEIPN B PN R il

o

2471 A(social commerce) = oo 2] 3]
200590 A A/E SolzE7IM), &

vtjols £ael vrelE SEsks AAt
RAU @ EFOITE 2AAN2E EAY
g ©](me2day), ] ] A E(facebook)
5 AU E Y7 A H] A(SNS: social networking
B 4AEe WA 1A e T

eajelom A

(twitter), "] &

service) S

5ol Y +§ Zaeu

J

s AFS A Bolshe Lol 8 A
zolt). olel@ B4E Azd FEFUG 9

Hu agde FEEY 3% Fuid A%
TFoshe FolAEe] Roln THlgRE A7)
3l FEAA e P S wUoEN Fufrt
AL Z2= Lok o|thetdel, A
2006). SATE 2AAMAE 50% ©]/de] gl
7 Ak AIRE HA %HH%} s Az
AFE B3l B AAE st &
ek A 17401% o
£01, g AFel AUt =7 fald BE st
Fehe Aozl Az Well 5007 o] Fe] vl
Ap5o] Slofof k= Zlolth o] g FEd
A AAVESA 8]le] JiS)sHA Atk A
7F AREEE o] feiA anaee F9H
AEES BolEoldln =8% Aolu oE
AMEOM—“— Fol 2%, E
AU EYA AH| 2
, 2010). 2008 m|=-

>4$
l—>

N

;

N

-h rL

w49

A
Edojgta 2

Z(Groupon: groupT}
coupon®] /go))e] AF o|F mFiETk ohy
gt A AAReR AW Fo] dojun
Ak 2AAH 2~ B ol wF 400~50071 <]
HAZE Ao 3 L8AM 2~ GA <
=2 50009 €L dold Aoer FHHT
(LA, 2011).

ojFA 2BAMA ARl A& HHAE

DAAN 20 A Al T3k FA8] FUet
1 ot tﬁdﬂ—ﬂﬁ/]ﬁﬂ 2011d 29 AAA
W2 2R L0008 S ez AR A

=] *5_71‘31* ol &2t 4% F 19
26.1%7} o]4 A IE AL Aoz
Bty JoheldAA, 2011). 2 =9 24

Anx GAEE ANES S, GoH 5 <

N

=
o
g
Ll
o
0%
ol
b
Y

A (Leitner and
Grechenig, 2008), 2722 ZAA 7}
Z3F AKStephen and Toubia, 2010), AAHH
2o A AnjEe] oA Hgel| Hek A
TEHAZ, HEA, 79, 201)5°] ATt st
At 2472 Ag AR vEe =8
Fevel A A7z g dFe A
Hjg Aoty vt 287w~ 5
A 1d bl HA] gkt 287
2> AH| 2 Asjal] 2 v gejatele |
Zota glow olpstEx ity v &4
Az Ao gt 7= A givh o
ZhA A7 A2 Afo] gk A
A77F Lotk Addd
ad7ie o] Al Aozl F12e] 2
4L =0 Au|~ Adjg e olfre &48A
gt 559 WzYs wdd s)dd.
AR A A AR MHAY FES A
gkl RSO A Fasta a3l dig
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=/
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2 1 *J%-OM ME| 25 Xﬂ
EN

o PlAE QhaTE 9
S E T TP
2 BdIE PR,

I Bhes 3EE

—r'f«] ’2}%‘%0
SN 5 ATl ol Al
(experience attributes)©] 733k AH| A AFE
gl 3] Wiel 47 AElnA e
W oAEze g wee] oldth el
cAvz ARE 2 27N GA
Aslek qulsE AT QA A
G+ 5le Aot 2ArAm Al A
HEAQ AT ATEY FE 29 ¥
¥ 2 2 Pl g9 ¥
o

B 984 Ao

8,

L ox
2L
n =

o= 400~500702] 2A8AM A o
17P dom o] FoE wE HAM: oHE
(equity)E 7 AT A S0l e W, &

AAE S 7] 2 dHAA] B2 GAESE )

c W] YoXEs Falos-

$ B g AFE Aot AP 2 5

e A7t 223 7129 Bl aREIE
=

& AN WEe] ofd JES Bl Folg
o] drh} HE A, EE ofug x7io] A
Ht Ao g} auAEe AeHon TE
& Yl Bk we] 2H7R s s
AFIFRT ohe theret 28705 @)
oA WY Y3 olo] We uAEe B

T F5oka 3

B Asjel HA= ety AAE
A B Rochm¥} Brady(2007)& BEI= A
BaErl 2 dFAHE /KR dS A
o] Bl 3t Lu|REY FAHA 7HY
oS AT FEAT. 287 2~ AH|
Als AT 259 JAECdT a2
ofyx tjekdt AAEEFE T 9
Aol7] wiol A2 Mu|2 AT
Al 2dAw 2~ JAIEC] ZEa e ollF
Eo] o mep A8 Gl o
HZHE9] = W3t Aol gl Alo]
o deth AH|~ Asje ARREY] 719

ol =i FHAR 74 P 7
o] ;A o]gg oA 4 O™ (Smith,
1997) B deobrb 7119
ole] Aahr%E olojd 4 vk wepd A4
Am 2o AMuja Asfo] digh A HQ A
7b Aesitha dddEnh 59 28A A~ 4
e 2872 JA9 Aot MH|AE A
Fote GAY] AR oA BR o] F A
GA o] AMujz~ Al A] A2 JA Al

o oo o ;

A

k3

o = %
-

[¢]

k1l
&l
¢

Bolton, and Wagner,

o mX& GgFllA] oj| WQlEe] A
Al JgFE vAE AE et B F8rt

.
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AAAW 2 A2 Aol Al g3H9 1A
Rgzaagoz aAolgdn} Ao ok F
AR AZEE S3tAI7] HeiM = WA
AMulz Afel] tigk FAAQ A7 Z a8t
T et i B dTe A7
o] & Al MAE] = Au] 2~ Aol tiste] A
of FAGAAH L GA v FE FE AHA
AFFAel whet AnjAES A A<l
giste] 2471 o 7 FE2& A=A A
Azpgo] GepAA Ho] LA HA
gt AnziEe] 2lE|me] ApHslE gk
@ Aolgh ddech mek Afu|x Ao
Az4o] AFw W3t w3 |
Q FES Hishs 248AY
= JFE FFo] od A JEs &

AJMAE Ao H 7} Firt

M|A Algl gl Alajo| AlZtA

o

Au) 2 A service failure)?] 7 3-& ojg] g
A2l ATolA thekstAl AAE L itk A
Mz Al QwAeR A AF FEl
nAo] Zligke ZItiA|e] n|XA] REAY
ZH|R7} 012 AZbete A%E on|gt)
Wz Asfol i@ ol2l@ Fele wAREd
ek 71d-Ad3 o fabskAl Feld
ot £ 4 9 th(Parasuraman, Zeithaml, and
Berry, 1993). BE3F Maxham(2001)2 AH]|2}7} 7]
Al AFold MHl2= T2 FEste T Al
F3b AU S pan A5y BAAA
AU A4d BAhE st &3 14
S WA He A2 FHYsAth. Berry$}

=

o}
%

Parasuraman(1991)2 AfH] A~ A& #Heo] F
We Bz skl R Az Fgol
Aol gk ol Aostity. FAA
el AEla Asfe] fedome AH|A A4,
Ml HAddA e T vhg Ee &
%, AgshA Xg o5 A e afew
13t EA| So| E3t=EthBitner, Booms, and
Tetrault, 1990).

7199 Aulz Asle Aol A3
B4 2ge 930 o

ZE thBitner, Brown, and Meuter, 1990; Smith,
Bolton, and Wagner, 1997). B3} AH] A~ Auj =2
e 719 1A B IS = T U
om, Mu|2 Al o]F 2HAE HE 7Y
oze APk 5ol ¥AA ANAREE

Hol: A7E 23 4 9 thMcCollough,

o JqAYE A = doH, AFA
Sl #4418 5 AchRochm
and Brady, 2007).

Al Ase] A7bge naEe Az
Aslel Zeol og Azes
Az sl 7SS 2
< £d2 42 AeR A7siA drkWeun,
Beatty, and Jones, 2004). Kelly 9} Davis(1994)+
Al Ao Abad AAARE g A7t
g Aol o|27|17kA] A el Aol uket w
¢ e olekn QT B A
Aslel Qe Asish T F A2 A
Al tigk H7tell GFE M THTax, Brown,
and Chandrashekaran, 1998).
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Stephen and Toubia(2009)= A4 7%\31&
HIE 2o A S AdE 24
el stetn d9eiitt. 5 1{— =
gedsun g AF TAL 2F 44
53 QEdE W
distribution: H3ehy AAXM Fyyol z3on
AR AE SAE oRd iQle] HE v
Eol 12l HRES B3 dZAAIE HE
3t SR Th Leitner®t Grechenig(2008) &
pfo]zgo] 2, Ho| Ak T 2E WESA
2 5 Al2e AR A aesle s
PG sy adAm A s
B7kete Al 7 71591 7164 (functionalities),
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st

oMY AWML Mulx Al AlEe &
Hzb Fle AlRte] AEE Frletn glo
o A2ujA S Fall Bol olwst Hi gl
ETotal adAAw 29 Ao gk AT
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£ 'zl 3thE Ao thHeider, 1958; Weiner,
1980). HEgH F|Qlo]&e IIH FEI o]
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F9E T AT} Az 7 e

el U ABNFE D P F AT
Hhe3 B EE Argetet ol olA

12, 2005). A GAHL oW sht
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G
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o
N
=
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7Hel
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Weiner(1986)= 332Ql A= E+-sta
AFRFES FAUES Ze A9t JdEd, 5X
Z

5o AR} MEAoR FPA0|gn A2

A9 2edn it g 23
5 gl

o =z
< 4 v

Richins(1979)= 19 B33y RdoA Z2n|
A Bkl A3t Ao sl S st
o, 3} Ale] FQle] B Fo]
nAtE A WelHt olxd FAdelE
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FE % 7 F 95 ERdse d9ce
o o] &% o] ZthFolkes, Kotetsky, and Graham,
1987). 53| Krishnan¥} Valle(1979)E A3 57|
o Aglel AgE F 7HA 2] ~7|nkQl
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ol disl et A5 AdS o9A s
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& &Fe A3Hue 29| A
2903 OrRE oplHe &
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= 9
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2 Az gt LA H=3F WA 7 AUcinternal
attribution)®} 214 Q(external  attribution) & Z
Wroltha stk WARE Al 3
Begel REGAY gu=A 2@ dug
AT o] A2E Ael Bom Bele
wain], AAAAL Mu|2 AFAIL A
Au)| 27} A7 g2 AY 2999
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B9 9% FET 4 1 ARel SFPEo
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F2T 0 Ag
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RIENEISREEEE
sl Aozl = oAl G e g}
R P DR B
(controllability)2 23] ] %OLO]
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zAq3s 71E gt =
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S Bk Rolth B AFelx
ZAs BAA o F A A9
Asleh Beol o e
Age] 4 . 0
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1984; Richins, 1983).

A0 M2 Adlre] H2T Hal- A

A Ame| TS Ay UEle| YoXEs Falos-

wepy 28wz Aslel 99, 5 A9
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A JbsgeAd we Aus A F, &
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o 719 Sl aHApE 719 2 7199
Bl st FAHAEE ZEs ot M
B 252 doEyx vgEds 74 =z
e W= Ao] hsetA =7l wiiel AR
EEFE AAAQ B3 o] He AAYH
e AE & A kA, AHSE,
2010). PHAIR-ABZF WA = B
A=rt 71, A B LHAE A 5
g AF Fodste F7F7EA o] W (Farquhar,
1989), & Hal=of HE=90] o]F 9 A
HdE B FAE oA AlFoly AH]
27v 7193 2 7199 A A AlFske 7t
A5 S7HIIAG AaAldle 9

%, &aHAF 54 Balzd giste] a7k
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7hd RS oulgity. & AE|[Rke] 59
8l AFeIG Aulzel AL Z7bE Ro]
ThHAaker, 1991; Keller, 1993).

Rochm¥} Brady(2007)= H#:= Asjo] oj
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2 A 5 2nrEe] 287 GA o
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The Change in Trust toward Social Commerce Companies
after Failure of Social Commerce Services:
Focusing on Severity and Main Source of Service Failure,
and Brand Equity of Social Commerce Companies

Lee, Jieun Choi, Insuk

College of Business Administration, Chung-Ang University

The purpose of this research is to examine the effects of the severity of service failure, the main source of
service failure, and the equity of social commerce companies on consumers’ trust change toward social
commerce companies. In addition, this study is to examine the moderating effect of service failure
seriousness and equity level of social commerce companies on change in consumers’ trust depending on
the source of service failure. The results showed that seriousness of service failure and the equity level of
social commerce companies significantly affect the change in consumer trust. When the service failure is
caused by social commerce companies and service failure is severe, it was found that consumer trust
change was bigger toward social commerce companies with high equity compared to those with lower
equity. However, when service failure severity is low, there was no significant change in comsumer trust.
On the other hand, when the source of service failure is service provider and service failure severity is
high, the change in consumers trust was not signifiant. However, when service failure severity is low, the

change in trust level was significantly higher for social commerce companies with high brand equity.

Key words: Social commerce, severity of service failure, source of failure, attribution theory, brand equity, brand trust
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