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719e Holx] P RS HYgolde
2 gty 2o 8% 7]gola vk 9
e aARkES 98 A9 ws 9 JE &
73 M BE FAE e e B2 1Y
o] ZH A AFUYA A Aded uANE
AElE Bd Evtne HEiels AHstu
Atk Fok Holx] ¢e nANEE Hol &
gl BWES 33| 8iA 7Ige ARla
o FAE oA ¥a Atk

Q0 ¥0 od o

Moo 2
)
I,
I
tlo
ne
N

2,

o
Wel7le ofel e, olHd AMulx dile 1
g Wy = FYQlo] ®tkBendapundi
& Berry 1997; Bitner, Booms & Tetreault 1990).
Au| 2~ Aol gl wep o] w7l B
Tt 59 o] FEE thEi(Tax, Brown &
Chandrashekaran 1998), 11742 AH] A~ Ad 7
ol tigh A2 AMu| 2z o] Az uf
A= DEFR] ™ (Weun, Beatty & Jones 2004),
Aslg AYd nAe] USR] mEAE
S} thPalmer & McMullan 2000). 3174 7ke]

ARUA A Adel B dAdl AldelA &
2kl 9 SNSE BEllAl Aul s Asfe] sgE
= u) S Ax 3 Yok Au|2 Asje] o
o FAete Ak AH|2~71e] 4 eto]A]
T oojwl g Au| 2 Aggela] mzlo] © Bt
< wWerke BAsta a9 wE Aus 5

T Azl FY= Dok
AL3H

Agse] e A a2
YEL Bol Wohe A AE W H,
o ARe FANEOR A 9k e 1

A3, o]go} 2009). 12]1 He, Chen & Alden
(2010)2] AT A= H7FEQE o] E(Evaluation -
Apprehension theory)ol] 7 5ked Au] A Ao}
ol AeA Wgo) A Bl 9
amagien], o olge FMd the Al
EATezH 2P oIAE 2T
el g5 AFoA =, FHd gE A
ol A W AL ERIL] AlZelA 2}
Alo] oA HoAx] =7t el v A<
wol 7]&olA Htle o] Eo|thCosta et al
2001).

ol BukAel Az Aol oF 1
oAl =7t & el H, Mula Y4F
o wet T Aelrk AR, 19 DAL 9
3 Mu|2E ATt AFEtE 29 o)
AN A MBS A|Fete Feo] Unt
o aETE MEsaE we a4 Ty

o 54 4% /K 44, Ee 24 2§ 3
2

o &Yooz M=

olth. HAF, HeE, HZI<k2008)2] AT
Me BRI 9AA, AR 9 agam A
WA FE F ABA FEEAY a9 A
ol HIAgA FEanld vAE TS B
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Sk oleld AYdTES) B2y nAg A
A9 Age AElz AN 2 9EE vl
= Hggtn g 4 ok T3 He, Chen &

Alden(2010)9} Baker, Meyer & Johnson(2008)°l] 4]

= ANu)x Auasie] G S o AlEELe
FrIRle] Aoy o7k A AAl =
de AE A Ha o= g%?fﬁ%oﬂ kS
S vAA "ok el uk gtk Au s A
Hete SRR 149 AW 52 AEA 4
g Wel 713 AA7) IS AR =84
d&E & F Aol Au|xa Ao #st
A dAFeMe AEA HEl AHe A9
dgo] digt A= g3t

UM AFT B B xS wEs &
e T8 Wegan & F gith mo] A
Hl 2 7o) FEAE o 7P WA wel B
ol Zlo] Eel% &7do|thBiter 1992). 7Y
< =94 A s 484 TA 2 A
A7t 7Fssb7]dl AFARI A = 4 3

OB ATE Al As ggea A
o o mAe] sldg Aol LA
wEe e nAE FaRe AHelde] x4
a7E AYAAE B4 Azdw, 1 Ane

ulgom ARAQ AAYE mEeadt gk

e}

oA w7 % H44H

AMe|A 7|CH

/ MBI Z|Eheb H|BHe|Al0]

B8 0x|s Yy

‘QTEE 71&4’9} ‘041—*—54—“— 7)o
= 7lde ,
ool ghrp = ﬁOh, aﬂ—f—%ﬂ‘d 71 4
= olyld Holthele 7 L’Ho]ﬂ—(Boshoff
1999). dSAQ 7de AlF

9 Aolgta o dEE FFd Uk AR
Al Hrtelt}. vk, a7EE Zdle 170
HEe] siA BEA FE +
29l Ao |thSwan & Trawick 1977). L7-5 &
71 7F LA Aol viSo] ASEA| L, of
4 717t AT ASde AL, s
T o9du 277 DokGilly & Gelb 1982).
Swan & Trawick(1977)& Q7%= 7|7} A
daet vlmste] FAAR BYUA b Gy

, LA Alelle

i

et AA A 1} 3
o EBvtSo] ¥ "din e
T3 o3t ue] 7|dle Au]a Aufe}
WA s odfo] 9t} Bell & Zemke(1987)= A
Hl 2 A& uo] e o AMu)x
o} vlwale] L3 Aoz HriE 7
Aol 2 Muj F4o] 59 7t m
A Fate] HAAC Aas dYPAT= A
< 9ujgitia gtk & o] Rk AH]
29 Ho| 1 Zltlell wx]A] Fatr] wf

ase 7

ol Al Adst BgEnn B 4 9

Gronroos(1998)e]] &8l Zm[A}7} FujstA vt
sl w 2ElA} AR ATt §84
Agel mAA Fote AFS Aulz A
2 Aol ols ol mAel sk A
2 71 e Aula defer 21d e A
]

- 315 -



AR@Eme e Sohe Adbet 422
Sehe W] FEAR, A d e

U 2R Fodrkda 2, A7 2000; A
A3, AEE, AZISE 2008). o= oAl Ul
& Aol A& Al Awel Fasithe A
< Ty, Ade] diddA A 53] Fa3d
AeH 755 SdThHALR], fr5F 1992).
A7, Feh1992ATAN AHE FE
wtet zplelut Adale] A9 914
s wodTe 3%9 W e @l
1 AHsln, 222 e AWz gol A
£ AvWez FES yehdtia b
AW HA FAACE EASAT
472004 A A9, 994, Ao

e g ABlHoR 9gdel e A
L

o
r
X
i =

b

24 f3el Sle AFECAl 87 E = ALEA
Pz vephdria 9l Bt uh ofF
= AR SHoM ANPES AR e
Zte] A S EmolEte AolA AR
A Ho dgaA st 98 7R 8
Ak Apale] AWE AUA ASAL A

whle] AzE 44
ol WA A

—%— -
'/I:’E %L;(-] Z o] 2t 9]
A

to

(

WA SN Fad Agehe
2 AR olgolq AR T
L ARINE e e
@ AAEA SYIAYT, FEH 1992)

A& AE7E vl st Aske 7RIS
vkl slo] zpale] o|m||7} Fedtw, tHE A}

ol A o4ste Aoleln st ol F
AEQl, fR1E2013)E Y ETHE WAL, LRt
JETHE AL sAdit= 359 59
AaE 2717 Sl A BFS e A
o] itka ¥gl wk glom, Ardel Hls| &

71l A Ameld o] 22 W AP vl
Ae 9l v Atk AE gl

whEba] M| A Gl 1Y gk
3 gl wek AR g o Aeke PErt o

o o~
FIds= ¢ F 4

HEGAE 2naph w2 Eddl tisiA
AMu 2 A FA A 2RgS 7135 AE6]
93t w7 =3 o|tKGregoire & Fisher 2008).
Be4 B oled, 9% 57 2e oA
AL delg F Az AT et
g 9 BES stux sle AeE /KA @
THAE S, olgrt, AR 2008). EEY=
B5] ohd Azl e <l BB
L aAe FA4e H%el Agel Ao
227 W 5EA9 BFS HTBuon &
Fisher 1984). Gregoire & Fisher(2006)+= A{H] A
As) ARAN nARES wAT mEow
Wrn mge 2o 4Yd Auzs dAne
HlE A7) 3 Aol &, HEe F

FE29 S 9 PFolga
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da 25e BEe e AR
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Gregoire & Fisher 2008).
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W, 2340] AeE A¥lz sl A7
W7k B ETY e A ANEE ]
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¢ gz ul, 394 27 24 AW
B Apilo] we Ag T olEons Ae
4 9 geld ¥3E Al W g9 27
B Jeld 2o gush o et
Z6F93 CHHuefner & Hunt 2000).

Huefner & Hunt(2000)= 1290] YeR&= H
BP9 E A 244 &4, 247 771, A
T, BAA A, 7IEuE A8Y oo
gog FEI I, Gregoire & Fisher(2008)}
AR, BFzo129] AFdMe HEHS
g A A JHE FEseT A WA B
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T YT Ho|Y. ol MR Hov|#
ojuf 2l PAI|E S o] &ste] AH]~
Al AES T SHAA dEeEAN 1
AH| 22 71900l EdlE dslEa HEske 9
o]t Ward & Ostrom 2006). ©] 3= ]
oA mAe] AfAos B Avlele
A PEARE 29 LefolS B9 2
H Auls As) Ao Bl diEell 2
oz AAnde P& e J5E R
toeze QEdel gEae Fru 44

teest ARUE S ¢ U HuA dAe

o)
=

o oloh e

=/ MHIA Z|cHet HBelAj0] &

=eelof 0jxl= g
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Parasuraman, Zeithaml & Berry(1985)= AJH] A
AzAret 14 b BAANA 7] ARt 3
ol Ha 3 Azke] HFmeh W] webA
Al E44 O a4 Agan
3SRk B AH| 2l oigk e 7ot
*‘Xﬂ MUz =F 3He Apol S FaA AH|
£42 2gao aka o) A0@ A
FEEG AA FE *1‘51’\7} o #olut

we] QAN A e AMls FAR

olAl &
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et w2 wAo] ek ARl s
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i}om ZH|AR7E Q14
Axehe 8elo] drke

Nxﬂ /\113]}\/] ZA o
g Mujze) 22
Zolth

aPTE, Aula A dgel e Aua
7l o] E=g W doid Aujx Azt
AMEl2 Zitipe] B o dofd Mujx 4
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= oA BEYPHE =8 Aol 4
FE71 et 22 M =&

4 1 A2 As) el AE)z o
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of AFAR 8 FL Ves FFAACT &
Oe Holx &e AlEH
olglgh Aks]A b JHQle o
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& 7l 47 2 glew, Hg9e)
I F3 Q7T Al Al FEE
(Zeithaml, Berry & Parasuraman 1993). 3+ 3
gAL HZx AH] A(first-time service)®} A]H] A
El(recovery service) ZFol 2to|E Ho] |
Al Aghet By RS Az ¥ 2o vl
Aplz B0 nAe At 2 tekd
TH(Parasuraman, Berry & Zeithaml 1991). v}zk7}
Az B Ae] Az A AgerE Al
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o Alveles gkl ARle] B4 aela
g Aed 7 AHlz= Azt

WAE = MR AYEleE s, A
Hl2 dofel] thgh BEefo=Fyg A 74,
LR PE BN FEE S vt
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AMu| 2 7|

AEl 2 7l e &R A7 A2 AR o]
Aell 7B gle 71H A28 dvstez
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Ak e B @ dsER D A2
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Z10F 2008). - o] Al¥ o)A
2919929 AHS 2= A2
WAE Faste] AASATE o] A
o A9 A7l TH] oA A
= Aok sk #AYS R
> o At AW
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: o|F7d, Lol FH2006)=
O 2w ey} FHP AP AWS 5
9 Waer AAeda, We91995)2 AHol
ghe B3k 24l uF EFE Fusle]
ARl 2HE S dhar FASISIT o]
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A7ttt
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22 & 719 SR AN

S Eol vgele
2 ATAE S f Yo ow Ao
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2008). Gregoire & Fisher (2008)2] Aol 7|%

oto] AH|2 A Aol Hols HEI9

BEsR|0| 0jXs PE

CETERY
E_J EEEE Wt

L2 AP AT A (Greoire
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Wangenheim 2005) ©]-8-3F 2435 B AL
of 2+, Hesto
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16.2%°]]t}.
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£ avdd ZPETE ASE 7 Ege
AdE 488 248 + des FEd
29 58S A A8 APATE =
W= ddel MEA BIE A ¥ 9
Tl AER FEUSY 2HRLEA P
W2 d#A L Cronbach’s agk o2 333 2L
g9 A5E A FAE BAUE NS

- 321 -



x
4
2
R

|
I,
<
o
T

o
=

TR 95 IPa F%
&

|2l FuHNLE ¢ F Uk
7

EvigHe wysls) )
BALe 80.09%F JERGoH, BAA 1A
o

o .
73~83, BPPEL §2~88 1| BEUETH
£ 90~949 291 ANNE Btk EF 2
W 7 2o wal A glo] 4 golew P
=HE Ae & 5 ol ATEHDIS AdE
B BF gEEgty & 4 vk
A7 A2
=5EH

=guisol Mulx 7|d A= dig 2%}
AL AN Mu)A Zgr) B
610, F& I2e 33008 EAAoR §o3
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71 Bt Ao Fro] mE HEFS
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G vAE Ao Jegm, Aueae =
Az BTl Ve

¢

SEENEEEES £

Au) 2 7 Axd we Bggzy Bu
TH, 7R FH AolE A HI] st
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M2z 71H7F B A97HM=4.09) AH] A
U7 B AFEUM=340 £3PF ©
=7 =A YEbYTHE=13.36, p=.000). HE3+
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E 1. O|2E4 244D
2% ENER 84 A
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A*B 1 4.05 045 1 01 914 1 62 433
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The Effects of Service Expectation and

Face Consciousness on Retaliation Behavior

Jong-Hyeon Seo Mi-Ok Seo Sung-Wook Yoon

Hartrodt Korea Dept. of Business Administration, Dong-A University

In the context of service failure situation, the same service problem could be perceived differently
depending upon a consumer’s situational variable, thus may result in different retaliation behavior. The
purpose of this study, therefore, was to examine the effects of service expectation (high/low) and face
consciousness  (high/low) on a consumer’s retaliation behavior (negative word-of-mouth, complaining
behavior, complaining for publicity). Furthermore, this paper also try to investigate a moderating role of
face consciousness in a relationship between service expectation and retaliation behavior. A scenatio
technique was employed to empirically test the research hypotheses and two factors (service expectation
and face consciousness) were manipulated as high and low version. The empirical results are as follows.
First, both the service expectation and face consciousness had a significant impact on retaliation behavior
(negative word-of-mouth, complaining behavior, complaining for publicity). In addition, a moderating effect
of face consciousness on complaining behavior was also found to be significant. In conclusion, the

suggestions and future study directions were proposed based on the above study results.

Key words : service expectations, face consciousness, retaliation bebavior, negative word-of-mouth, complaining  for

publicity, complaining bebavior
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