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ABSTRACT

The purpose of this study was to make a general overview of SST-Based(Self-Service Technology
Based) services and understand SST-Based service failure by users and service recovery strategy based
on attribution theory. To achieve these purposes, the study reviewed literature related to the unique
characteristics of SST-Based service and user studies of SST-Based service. As a result, it was found
that there are no significant differences between general SST-Based service and library SST-Based
service. In addition, this study suggested appropriate service recovery strategies of service failure by
users through the understanding of attribution theory. The finding was that the most important
SST-Based service recovery strategy is to improve technical service quality of the services.

Keywords: SST-Based Service, Library SST-Based Service, Service Failure, Service Recovery,
Service Recovery Strategy, Attribution Theory, Technical Service Quality
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BE, FA 719 WL o SAE 1% ok 23 9] AMHI2AlY WH2o) A
SFTh AL M| AlF Aol FE AH| Al gkl o] §ARAtol o] AT A
o JH, B2l 7169 S O o AR ARS-S f13l o] &R} AR A g Apere
Fo] "2 gle S THAUT oA 2ERRle Fall AuI2AlT Ak A4 HE glo] A
H|2E AREshE Zlo] 11 gk oot ol2jgk $739] F5o] 7hsaixl ui7elli= SST(Self-Service
Technology) ¢ o] Ut

SST#h AH| 2R FAke} o]-§2pAte] o] 2134 HE: glo] 7+ Hek 7] Mu|A Azt 7hgstes
7158k B 71E4 o AES 9T Ao Eo] SST7uk Au| &gk SSTE &-8-3
MU= A E dZ8e = AREELL Aok SSTe 3599 2 AF9 Y (private sector) ©l14]
Ak 28] HAZF = oy olel] ek FFFHdA 9 %LHQ-J A= mEgE Hol,
ol EAH ok o€l oA HT B ok thekgl o] &4 AU AE SSTE &-8-3)
of AlFstal Jout ofd gk At WA &2 Aotk EAH Fope] 2 2 dxj50] SST7|
HE Aquj g fojtfal H]S=dk WEt A e-service, S 2TIMH| g £o7 HIL3 A=
I ZA SR U o] 5 o] UEEL MU AZT A ZA MU AZA AR Qoo vkA W AjH| A
of gk o] At 7H: ool HFE ol el Uth

A AH| 2 ARG Qlo] o] §ake] BHES STSIAIZN Y] flalAlE AHI 2 Al AR A H] A%
713l SJa AT 5 Q= AHI AT E HAsletolokgitt AulA Adlg o] &2} A8k AfH
25 ZFo] o] gAelA AFeA X e= YElle &ololth Yy o ® An| A Hsfe &
Au] 2o gk o] 8Ake] BN HEo] AR A ES WA Ao A it ol
gk Au] 2ol tigh BN AR A ES o 8+ &3 (word-of-mouth) & %
Aket Ao 2= o] 8AE T A9 AHIAE T o] AREEHA] HAL ThE 2F O] AMH AR
A A sk B3t Aokl e A gTR)

AH| 2 AR AH]7E FAlG] o] FolR| = B4 AUAL itk o] Aol AH|A7E AU of g
£ ZF shuel vlEE)A (inseparability) otk & A F3} g2] Au| s Aaka) 2H]9] o] £
=] Fom ARk o® Anzprt AH|A8] At Fojstke §A4Jo] k. old @ olfE

_IR

1) M.L. Meuter et al,, “The influence of technology anxiety on consumer use and experiences with self-service
technologies,” Journal of Business Research, Vol.56(2003), pp.899-906.

2) Valarie A. Zeithaml and Mary Jo. Bitner. Services Marketing(New York : McGraw-Hill Higher Education,
2003).
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Aok T2l ol Aol g

g F)glo] 2ol olatel Qlzke A W9le] Aol vl ALY 5 Y &
O, e1FelN 23R she 877k A A0R UelA Tk F Aol Bol ww Aul s}
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3) Ibid, p.189.
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II. SST(Self-Service Technology)7|4F 4] A

SST# o] §A7F ArI Al g2ke] A2 Y §lo] MHIAE Aleidl= o] 7hs3ste
< 714 Jd"dHo]AFo |tk SSTe| ol 2= ATM(Automated teller machine), JJEUl
OlEYl £, 2l R AN Byl So] glty SST7)uk AH| A SrojA] AFH Y SS
O] §AE YO E 3 AMH| 2ol SE-3F Mu| A HRks A= Zolgtal & = vk AH|29] A
o SSTE &&at= olfre FE ol &l AT AFstaL, o §aF B AulA Al 27
A7V B)E-5 AoksiH, o] &kt Al g Aol EF Q% Q1A FES AAT F Avke Rl
711ghe}, T1eut o2k Aol = Bt "o A, ZEA 28] A, taile] Ad”T
T = AHEIL QITES) 0]¢f TiEo] o] &AM} JeH SAES AUE FYA] X Aolgk=
et 5‘?"“ U= 714 84l gt AR AR|A AR T ZEAATE ASAY 7]
S w ukZ T Ao A8 28] E(Service Recovery) & & 4= e WOl glths A%
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4) M.L. Meuter et al., “Choosing Among Alternative Service Delivery Modes: An Investigation of Customer
Trial of Self-Service Technologies,” Journal of Marketing, Vol.69(April 2005), pp.61-83.

5 94 5, "AAAFY Self Service Techmology (SST)oll thdt Mu|AE A3 Lo Fet A" FH4Y
3] A] A|384, A42.(2010), pp.549-560.

6) M.J. Bitner., “Self-Service Technologies: What Do Customers Expect?,” Marketing Management(Spring
2000), pp.10-11.
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D= EIREA
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learning) information) training

(& DolA Yehbs SST7IWE Al 2E 2kIMEIA 22 e-services Eoste] AF3HA
ShAH] 2, FRIZBAE B8 AR, 289 ATM ¥ o] AulzAlgatet 25374 o] §lo]
AMB| 28] AR 8L An7E TR s BE AHIAES REAOR A= Aotk

SST7I%E Au] o] BAs= AR, FA7ee) daol 71xskal ok AuzAls 249 34
oA HH o] 3§39 MH|Aae Au|aA e Ex HlES A5t ¢ 3lon, 2AUE0] vt
Aol QA Au2AlE Gl Bloju bekdl el A58 = AEs & 5 e A
Aol Sieh B3 Al 3-8 2Ysle] MulzAlgo] ThsetH, & LAY v MRlaEES B
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7) Tax preparation software= Pl= SolA 2L- AFATLE §3 A HA 9EE 8= A0EZN AF L5 T
Ao g=e] Aee &85 A gle AR g2 MYsA Tt

8) Jungki Lee and Arthir Allaway, “Effects of personal control on adoption of self-service technology innovations,”
Journal of Services Marketing, Vol.16, No.6(2002), pp.553-572.
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(E ?) SST7|HF MH|AQ| AHA T} CHA

g AR 1% A 7P
Folg A @ 249 AR 2 95| Ao FEZEA29] 29 7P
L BULT A99Fe A2a <Al A 7P
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o8 A wETTel Y I3RS ofel
AR el e o184 59 UL
olgAS AF4 el glolt Aeel B8
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I ek o' B F71E AR e A SHAES FARI7M] #3te] Meuter, Bitner,
Ostrom, and Brown<] 2005%d 9-+& 17ke] SST7|WE Mu|2add £3S iR 2 o) (&
3 7o) Aejsted AAEkL ATk

—d

# 3) SST7[8F MH[A & #HEH MYoZHelS
e Sl s Hro] ek An
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1. AEA AR olE 3 AFA 9L FFHORE SSTHH|IAE 43l 1AsE ol &A1) 9
(Compatibility) Aell 3AH FEE WAL A5 ol &ATF MU 2AE | 9lo] e19] J3hE s <

23] RO ZMN AU 2AME 5718 AsATE Ede] 7|efdt
) e o SST7F ThE ook Wtk AT o[ &4t B9 ol ol &A1= SSTE F8al18ld A
" Retation vantare) | TEO S 3HH22 kA ol AR RE olgAe] SSTE BEALA 3
elalive aavantage ‘_L_: %7]% 73_‘&]_/\]7:,’]1:}.

3. 534 B33 SSTE o842 stodg A9 Aoy 588 HAH7keA Theth wehA o
(Complexity) 734 SSTE AHESIIARIE ol4xke] §7]+ orshdrt

4. #AZ7HsA4 7FHEAE SSTE ol &shatl o] ol 8A7t Aale] 98s W3] ojsfstet] =g
(Observability) s 0|5 %3] SSTY 84S $RHY,

5 AE7FsA SSTE HZEE F 9l 582 SSTE 4314 3k o84 71& Jhl7le &
(Trialability) 7t Ak

6. AABAH SSTE Ao ZA] BASkE 9130] AS Zlolahe Q1A o &A1 2] e U
(Perceived risk) 3 g B TS 7P o] 8A1e] SST A 5715 AskAZIch

7 W W 52 52 o184 SST /\l—% TFeld= AN, 5 A T2 5RAL ol &4

R 1] o} 58S s olslshzd] Wl Ao E AEFOZH SST7|9k AH| A
(Inertia) o AL E712 AAZITRE Aol

8. 71&8et 71&EQto] FolA A A2le] e tigt ojsf7t BesiAH AFH R AZ L 7|Eel Ul
(Technology anxiety) | & Al=E 314 Hoh

9) M.L. Meuter et al., op. cit., pp.61-83.
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Aglo|28 weto 2 & A B SST(Self-Service Technology) 714 A B A 9o v A3)E Ak gl g

[l. AMulx Al (Service Failure) ot Au]238]E(Service Recovery) A2k

UvrH o 7 Au|aAd e}t TR ARl g2 2 AR 2R FAEe] Ao ® QlEte] AfH|ATt
A 2Fo] AGYAY thE 2> A2 o] 01}7} AN 2 AF=A] LokaS ovgitt
olglgh T/ AuIAA = vkt aclell s LE  qith

AR, Au]2e] o] 87bsd 3 o] Qink dlE EH def RERY A AT FHAaE e S
713 FAE Q) Mu2Tt ol 87bsekA] s A Fol ol &3tk

A, A 0] MHIAE Algsh=tl Aele A 23 E ddo] vk § MHI A7 A5 kSR
G ARG U =A AFEHAS W ol ARAE AR XSl "tke Aol

AR, AR 28] A7t o]gate] A5 7|t thE wolt

A, AE| 2 Algake] sejel dste] Au|s Aoz wbae 5= vk S AMH2Alg A E 23
AaAY, TS o 52 o] gl A FolF5 71&0lA] &S Wl o &A= 3T AH2e] tiate]
Aojgta 1 sl= o] Tk

18 oA AASE A 2= A 2082 s HAE 4 Tk ol& A2

dell 71908 vzt Aok g Auj 2ol § Al AH| Al g5 A 9 Al Ak}
gl SST7INE Ar] 0] 79 Mu|Adal= Au| o] &2 oA Ay

@%]EZamMMJBmwwﬂ@E%»HMANmﬂ”%%FLﬁO0]
(19 D3 22 okt vk vehdehl
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PEPRE

Yo/ a7 k4
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49 #'F{Complaint %3 PEE AAFS(No
action) complaint action)
A S A e = A R H 3] Hs
H(Complain to {negative word- (third-party
provider) of-mouth) action}
1 |
[ |
Exit/switch Stay Exit/switch Stay

(3 1) MylaNTet THo| uiS

11) Zeithaml and Bitner, op. cit., p.190.
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