Severity and controllability of service failure influencing
switching intention perceived by coffee specialty shop customer
: Moderating effect of fairness and authenticity of service recovery
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Abstract

The purpose of this study is to investigate the relationship between severity and
controllability of service failure and switching intention perceived by franchise
coffee  specialty shop customer. Moreover, this research is to examine the
moderating effect of fairness and authenticity of service recovery. Based on the
judgement sampling, we selected final valid sample among coffee shop visiting
customers who have experience of service failure at least one more times. We
performed hierarchical regression analysis and multiple regression analysis including
moderating variables of fairness and authenticity of service recovery to investigate
research hypothesis. The results of this study are summarized as follows.

First, we found that customer’s perception level of severity and controllability of
service failure had a significantly positive effect on switching intention. It means that
switching intention is stronger for customers with higher perception level of severity

and controllability of service failure. Second, we found that authenticity of service
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recovery moderate significantly the relationship between severity and controllability
of service failure and switching intention. It implies that the severity and
controllability lessens switching intention when service encounter employee performs

service recovery effort with authenticity.

FHI0 : MH|A Alo{el AlZtM (Seriousness of Service Failure), AMH|A AlT{Q|
EMM(Controllability of Service Failure), MH|A 3|59| ZHM
(Fairness of Service Recovery), MH|A 3|=9| ZIHM(Sincereness of
Service Recovery), H&9|=(Switching Intention)
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