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Abstract

In this study, structural relationship between recovery satisfaction due to
financial service failure, customer emotional and behavioral responses was
demonstrated. It was intended to provide academic and practical implications for
this. This study fully reviewed related theories on recovery satisfaction, trust
and distrust as emotional responses, and behavioral responses. Finally, eight
hypotheses were derived. For statistical verification, data were collected from
general customers who experienced financial service failures. The reliability and
validity of the collected data were reviewed, and the hypothesis was verified
through structural equation model analysis. The impact of recovery satisfaction
due to financial service failure on trust and distrust as a customer’s emotional

responses, conversion intention to behavioral response, negative word of mouth,
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and positive word of mouth were all statistically significant. The structural
relationships between customer’s emotional and behavioral responses to financial
service failures were statistically demonstrated. Through this, academic
implications were presented, and practical implications related to the strategy

establishment and response of financial service companies were provided.

Keywords : Financial Service Failure, Recovery Satisfaction, Emotional
Response, Behavioral Responses
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<3 2> A 54
T = H]& (%) T = H & (%)
A 132 54.5 e /AHEA 151 62.5
:j o] 4 110 45.5 2+ A/ AA 33 13.6
3
A 242 100.0 A4 31 12.8
20t 21 8.7 i A5 16 6.6
30TH 113 46.7 ) A 9 3.7
:r 40tH 89 36.7 7€} 2 0.8
50t o] 19 7.9 A 242 100
A 242 100 200 °]&} 22 9.1
A% 10 4.1 B 200~400 79 32.6
5} IS 160 66.1 A 400~600 83 34.3
g | digd =4 72 29.8 = 600 ©]% 58 24.0
A 242 100 A 242 100

AEY FAL SHAE Fd SAHstuA gt MY Jde]l HEeta d#E A
SAHAN=AE FelstE Aot Fdst Jde] dis] 54 HEds o sd3t S
AS & F AT 7HsAS 9gulste Aoz Fotd = otk B AFdAE UF
Ad#AAd S T3 Cronbach’s a @& AFE3Ste] 7ide] AFAHS s 2 AT
A At e T IES 3 ETS, AF, Bl dA3lex AR A, FHA
THoewE BE FA 79 Cronbach’s a #el 0.7 oS A3lst+= Ao= yEehy
Hl A =2 Al C )

| M= ASEAE Y WHEPIE S FRIsH] st gR14 8 R1FA(CFA:
Confirmatory Factor Analysis)= A8}ty o EFdA ¥4 A3} 7id A1 %(CR: Construct
Reliability)#ko] B 0.70]%d, 24 FEA|9(AVE: Average Variance Extracted)#ko] 0.50]7,
123 ] #E8}F Ae] CR(Critical Ratio)Zto] p < 0.05 7]Z=0llA] 1.965 o]’do]ojof sy,
2012). ¥ Aol AR M el tisl B i AlE =7t 0.701%, AVEZF 0.5 o) vE
W Ao ® gotr]o] YT ehdAdS Fetgk Ao Itk 7 AIAR]l HS g =<1 A
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<3 3> [FTEHIA
gz | TESH | goon| cr | EEH | M AVE
A A5 S AAS | A=
HuuE RCS_1 1.000 0.938
(RCS) RCS_2 1.037 0.037 27.845 0.930 0.935 0.836
RCS_3 1.021 0.044 23.405 0.874
e TRT_1 1.000 0.973
(TRT) TRT_2 .990 0.021 47.414 0.976 0.972 0.921
TRT_3 .954 0.027 35.062 0.930
5 DST_1 1.000 0.892
(DST) DST_2 1.063 0.047 22.586 0.904 0.937 0.833
DST_3 1.103 0.045 24.365 0.942
e SWI_1 1.000 0.958
(SWD) SWI_2 1.042 0.029 36.109 0.962 0.955 0.876
SWI_3 .935 0.035 26.374 0.887
44 NWM_1 1.000 0.932
T4 NWM_2 1.015 0.036 28.006 0.941 0.941 0.842
(NWM) | NWM_3 .994 0.042 23.701 0.879
TAA PWM_1 1.000 0.943
sl PWM_2 1.037 0.032 32.435 0.942 0.958 0.886
(PWM) | PWM_3 1.009 0.033 30.622 0.939
i el #Aste] b AW AVESF 7 Al A Aol AAAS(r2)
o vl S w, ojHtt AvtH ¥E EdAdo] tka B & Aok, 2016).
o= ATl AFESHA e AE Y2 NES SAHSES W, SAHE Ay g
AT A& yolol & oulstE Zlolth(AAY, 2005). o9 g s 7 FA)
Ho ek AVE# T ZAH G Ato]l o] AaaAlE Slgh Ay, <3k 4> A A8}
I e A Zo] zpzbe]l AVEZY AAAlFTREY & Ao ey 2 AFoA AR
stal = Ee W HIAS SRSt d5S Felselh
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B2 %) L2 A
5| Hool= Al EDN| 5.0] = T S 6
3 Euks 0.914
A= 0.834 0.960
=21 - 0.620 - 0.599 0.913
Aol - 0.518 - 0.494 0.438 0.936
B2 7]
e - 0.594 - 0.539 0.496 0.562 0.918
Rl
=44
[P 0.701 - 0.701 — 0.545 - 0.577 - 0.530 0.941

* D2 2AVES] Al Wiz 2 W Atolo] A4

4.3 A3714 AA

&= 37’]'73”% ’\ELE%}U] -?4?'5]‘04 5H%} S
g AAs] st AR BAS AAEA

H ] sé
A 7 M4 =4S 98] MLE(Maximum Likelihood Parameter Estimation) &
ARSI ol E B S 22 AdFEYY F4H AHE IS 5 AAT FAH
S

ol FxEEo AH3: X4 (Goodness—of—Fit Index)EL AKX, CMIN/ DF =

( £2), p = 0.00( < 0.05), GFI = 0.913( =0.9), AGFI = 0.874( £0.9),
NFI = 0.964( =0.9), TLI = 0.977(C =0.9), CFI = 0.982( =0.9), RMSEA =
0.058( =0.08)= FlFAr}. A= ‘:’”75_3%01]/\1 AGFIE A 93t UE A A4
Eo] #F 7Ed 0.9 o)FE 5
ol B Ay AR FA RY «]
W8S <2d 2>0A AASL 3L
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N
5
=
0l0
o
gl_

<% 2> g Ao Aue} b P4

0.

-0.218%**

*xx p < 0.001

<9 2>°A 1% F U= A o], 7 13 28 58 AUl 719 A
2 Ao mE 3E "ol tigk o] AH|Ake] AlFEel EAle] dis] SAA o=
fFolst (+) F2 F ()Y dFS vH=rtdd digh Aom A" A=2AF7E 747
0.9669F — 0.580( p < 0.001)o.2 FTAXoR FolsiA vely At 5= Qi) 7}
A 3, 4, 5% A9 4 REgo
A EAIA R frojg H(+) 2 3
7V 247+ - 0.265, — 0.300, 0.541( p < 0.00) = %

g

G 7pds A ok 7k 6, 7, 82 Bale 7

o

Aol et Aew FRA

o, BAX FH, FA4H FHA TAHCR Fodt AH(+)
| x]=7kel gk Ao 2 AEAS7E 0.270, 0.321, — 0.218( p
o2 fostA ey &g shde Agd 5 ok FAIF T
<3 5>°A AAlEL At

114
O:

<% 5> 7Md HA A

71 =2 Estimate S.E C.R P 2 3}

o

by
A
rlj
I

l

H1 0.966 0.045 21.365 0.000 % A

>,
i

H2 - 0.580 0.049 — 11.827 | 0.000x%:x A e

o
e
o
I
l
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A
N e
H3 Qs - 0.265 0.060 — 4.406 0.000ss A
/‘\_]i] — B ] A
H4 e - 0.300 0.059 - 5.116 0.000sx A el
T
e — FAA
H5 0.541 0.052 10.498 0.000%:x A e
TH
24— e
H6 Aso e 0.270 0.078 3.471 0.0005%:x A e
Al — BA ]
H7 = e 0.321 0.076 4.230 0.000 s A e
T
Al — FA ]
HS8 = c et - 0.218 0.065 — 3.345 0.000 s A e
T
*+x p < 0.001
V.24 &

oY Aulz el WA A MFNA AAFE HFe] Aoz Frtsu
ot to] thFgE A= A7t g o] ghar, 53] A% 7 A
2 719l dEAQ 543 vkl Al dofeh Ziof digh 3] ik A7t
Hl =i

FualA o] T4 ek A AL Fsd Az G Az AF L AE B
3} ths) AFA R welHojof sk AUl /gl Auls Ade avE W
o

A7 e Aem AAHIL o 53] MulL 71 FolM T8 719 A
R ofyet IAANA w A= FA A,
T3 T 5o 5§ vl du= OJ
A AL Q= AEoltt. ojd Aol A =8 AH| e
3&0}04 /\1Hli *E‘EHS‘Jr -‘ﬂ%oﬂ ek A= ourh Ana @ 5 gl ol
Aol w8 Mula Aol whe} o] Fofxl 3 & Wik vk} aize] ARt
2 yEHgzte ?E_X—i i&ﬂl% *E‘i%liﬁlx} sk, olo ¥ A9 A= v
KR

P oo oo

S, AFE Ass Al whe g 1Sl A% wdd g 29 us
Ao AN YHWS) vAE o T2H BAF AL o F B
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Aolth, vhAoE B AFeIAE g Aulae] Mz Asd @ FEH A
A7) glstel e, wY, 29 5 2§ 9T PR glo] YwHoz nAe] 17
Fg Anzel AP vgow HEe ARHAG. ey AT AnRe F4 A
o BRel gt 9ebd 5 e Aow dagd we FF ATAE 3§ A
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