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Service Failures and Industrial Purchasing Decision
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Abstract

This study empirically explores some
service failures and recoveries in physical
distribution industry from manufacturers’
perspective, examining whether or not ser-
vice failures effect to industrial purchasing
decision. This paper is very different from
some previous literatures focused on using
end-users’ or service employees’ perspective
to explore service failures and recoveries in
retailing, banking, restaurants and traveling
and airlines.

The methodology of this paper is con-
ducted qualitative and quantitative method to
analyze data. First, this paper is employed by
Critical Incident Techniques to collect a part
of data from industrial purchasing managers
or marketing managers, finding out ecight
types of service failures and ten types of ser-
vice recoveries, assessing what kinds of re-
coveries are favorable and satisfy, investi-
gating what kinds of failures are dissatisfac-
tion and serious. Second, using One-way
ANOVA statistic analysis 10 explore service
failures and recoveries influence industrial
purchasing deciston-making.

Keywords:



Service Failures, Service Recov-
eries, Consumer Satisfaction, Customer
Loyalty, Repurchase Intention,

—~KHRBE®

BR %% % % (services failures) &
Bk # #% @ (service recoveries)#{ &
% B W F R F MW E (Bitner,
Booms and Tetreault 1990 ; Bitner

and Mohr 1994 ; Hoffman, Kellyﬁ
and Rotalsky 1995; Kelly, Hoffman™

and Davis 1993) » B A A # 42 {4 &
B R EEERBEHAER(SH L
) PARBBRBFEF(GEL B EL
AIRRBRFEAEAEREARY
B A 4 1§ (Johnston and Hewa
1997 R 2K HEHFHEHK
A M ¥ % B (Spreng , Harrell and
Mackoy 1995) -

KA MBRBERBRRE#
BRAELEORARTBERNLTE
¥ AR -SAAKRBEERMSE
ZHRF VLA IBRBAFELRD
{(Bitner and Mohr 1994 Hoffman et
al. 1995 ; Kelly et al. 1995)4F 3¢ Bk
HrRF|EKDESEY - D FH U
HHRS EHRITMBRBFRARS
#E RN E A bDHEFE S
HRBRARBHILEBRIRAN Y
BETHRS REBELTRASERE
ARBRBETEBERLRZN LY R
MTEARE?ARAREH B R EZLR
BRAABHFEL I RS BEHER
R ATH AR BRBER I £ T4 4
B UM A BABZT AR -

Bitner et al.(1990)3% & AR # &
#% (service encounter) ¥ W B X 4
M BERR)EREEBE
SWE) HbstHsmzErid R
BRI RBEHTEEEEAE &
Wl = AEBEEER/IARER
(favorable and unfavorable) & #
B RHEFERAKZETRE
HPHBEEFTR2BELITRE-E LA

i S - % 4% Bitner and
Mohr(1994) & 4+ H R H 4 R & &
EIHMBEITHAE ERBBEELE
BRIXTEBRFEARBEAIAE - W
w1990 FH X Z M X w A TR
RMBEZTHA - B ERNALY
BERERERFSHS O BRERMLE L EHR
B 4o {7 #% B & % (recovery strate-
gies) * MR ERLMHFE KRBz H
Gronroos( 1988) -

— ¥ P ERBEBREAEL B
B BEHCEREEAFAEE
f & B % Hart, Heskett and
Sasser(1990) » B sk & MR % % #®% &
AR BRAEZTEFTRERA UK T
Rows oo LA A5 R 3E T 4% 3R B i Kelly
et al. (19934t H — M B L L & 5
2 HEHETHE KR L 1S £
TERB X BAR 12 £#H 8 &
% o AmMBEHYE -—HHLEE
FERE TREAHBHFRBERAE
Kb Ea RBAAREHE S 2
MAh > BRE-—RKLETTHR
H e

Hoffman et al.(1995) 8} st &
BHELHAH L HHRHBEHZK
CERBE ERERDERF KB
RERD —ATHABEATRR
BRBF F-BHE LT HMER
kHm o BHE Il EHRBERBA B
$HR A% % = K =% o gk 5b oy Brensinger
and Lambert(1990) 4t % % & B &
du H (service quality) T B z 3§ %
BB - REMBMEEHBERERMNELEIT
YA AEAARANT E
BRERNE - BT HELEER
BOERBTREFRRD T XRFHE
RHEAZE -

Btz R—HRIFTEXEE

A OHMHBEABRASLART RS
EEXRR? B BRBESTFERAEA
B 5D AESORBABRRH
BRBAEFARAAEERKEN &
HBRBEBDARAE?

TR KKK E




FZR -

B RFEARBEE AR
Hoffman et al.(1995) HF 4 M % 4
MoAMAMEAFERERS L BN E
ERE RFACVENBEEB T
% (switching behavior) - i {8 F] &
R AR 8 a AR AR

& B, Keaveney (1995)& 3
E REBMERBITACHEINR
BBz THEEEREHNE A
EHRERBFHAL BB EEE
ERBTAZAABEAFE R
&7?'1 MO RE AR RS EE A

“MRBEABFRZIRE - REF - HB
&#*Eﬁﬁﬁﬁ# EIECE W ¥ 3
ARRARBEBEBBFBAHZ - -
REAFRE I HEH X8 4
HILtmRBORE BRHHRER
HABRIFVELEHME R A28
% o

AMRLZLEIZBAEABETEER
HAAH O PBEAR X EF AR
RHEEOHRE BRI EYB
HOBRE AT EAHOABR TR
FER  RUAHFRBEHEZ W
T LI EMEROBRE  H1H
WEZ R AR R ME RS
B2 BN EREDT DEBEBRA A
Fet o REFEFELEMAERR
8 o 3HH M A ERBFHEDETS
TTHIBRHFABAEBERA S
% M & -

E-BERuin

A EER CIT kw0 92
WMHEBmB(BITHIBEAN YR E
ELEPRBERNGOBRBLABE
#H BRBBRDFHERABRBEEAREE
HRERZE(T BER) BRELY
FHBEERLBET BELR) »HE
TER BHhEBLHMEES NN

BT oM BHRTZ O RE LR
B IR mBFKD A 104 -

FAGHEATHL T A4

BBEAHMRPESR 1I85%R R
BHE P 1T4%E E B/ WA P
S 109%EFH MR F o ~53.3%
FEEHR P A FANBLA
& OTE B OAE 14.1% ~ & 3% &, 4b
34.8% ~ P EF R 31.5% - K
AR 196%; B wicr® £%
BB EL 304% B ELS 37%
B Kk 2 E A 2.2% - 16 B E 4
54% > B EAE 1.1% > B T 1
1.1% ~ R 4b #8545 22.8% 5 ¥ i 3 2
8] K/ 293%B A KA E - 46.7%
P ARAE] ~239%F A NG
# B a8 §F A w2 B 5 ¥
(B)16.3% ~ K & (£)78.3% ~ B %
ALk 5.4% -

ERXBRET  HSakBafdh
REZBRBY REBEIHALHER
B THRERE 8 MR %%

B o T P BREMEERE
23% BB BREBREELRHE 7.6%

ERAETRBLRERT 13% T §
REAEHE23% T Eags
98% ~ 4 R ## % # ¥ F % ¥
34 8%~ # & AL 4F ¥ & 3) 20.7% ~
REREHRELEE 98% - £ F i

RRENAELAHTRELTH A 15
34.8% M ABHBE AR AEZBRE L

BERE(+-HHLE 488 7 2
Likert scale & # ) 3 B 4 # 4 %
E¥HmREY 10 BHEE R EAu
Ao AAELL 8 0 4 B e F L w B iE K
207 R EEMBHE— K 21.7%
e 6.5% - F A 17.4% > #Hi¢ T —
REE 43% B4 33% AER
¥ 12% HBRFEER 43% R
B T6NRGMEIHMEAE22%-T &
MBHE -R,z2HhIReE R ER
S5 21.7%  myHh TERS, 2R
¥R SE(THEAE 57
%k Likert scale & &) -

i % % & — % . One-way
ANOVA oW F X HFESRH 2B Y
LERBRARZIBE 2R E



MRHBERBREEBAS AR
MHBRERETEANBER QK
FHRBAFR - AAREHITER
BemBHHSETIRELED B
RESHEREMAER TR A
FERHEDRENR D R H -
RAMEE  BHE RAEBEE
BA® -

Bt ERRER

MRz BEHRERRBHERESF
B 7 BRFF % 3R (service failures theory) » £ 8%
RZBRBABRERLF AN H 48R
B SERTBAZERAIEA LW o KA
5 R 42457 SSCL 7l ¢ -

E 340K

l, #8288 BRHELEEASMAZIEERHT-
MAFHBRBEI I RL  XAHELHR R
BA+EZE -4 F—H8 A=<
ERAEEZ-

2. BB O REGE BEEMRESARAEHE-
DS EAR X ABEMEER  REAAF
EECZACBK B ARZZEHE
.t— 0

3. Ak Ml BEE MELEEHNE
FzHR > ZREERE RAA+AE R
B B_—% B—-f r ANEZERHA "

4, WaA MHEEMERSEFZME-ULaE
ELREABERNAEMEN P LERS
W REATXNE +A BEA Bul
BALFERAAINLA

5. ¥EH MBEMERSHGEZE LRS-
MAOFHERBZEEIRL  XAHELEHR R
BA+ZES -+ -4 B8 BE=t
EREAEE= -

6. A BBFEABRNZHELHAE-STERE
o 28 9% RAANT & F - 8
+EHE£ B E—HZFAMW=

T. BRBR M X DY RV RO ERKE-UE
BATHH L RS REATAE &
FR FtE5 B A--ZEA-N -

8. WA BRELAFTEBIAE-ULBEEE
BELE  XABHEEH > BEAFTAE &

R Bwf B—f B=LtE85— -
9, 45 BALE - REMHL ABESEx

MR REEESEN REATAE XA >
B-tslir AX-EZHBA= -



