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Amazon Key & ARGt} ofulEo] x4 AvtESH (smart lock) 7171 &
A3, AFal(garage), HAAAE Asak Ef e AXE|A  ABH]A7F
dste A1z, Dot GAdA gulEs w3 ¢ QA ' Aol & #

snbEE SR e Z171% ohdet st 44, A 9 AR

AE AEA S Folg. add HoEEAY ZAL A wiAl=
At HASH] oA, Al4xk AFFEE Aldel= ohFsE AH|A
ool A Artificial Intelligence (Al) =25 FHLI AL ESIE=

IS WA B 7 s AOeR o) Javelosa (2017)+ HlHolH
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B30 a7} AMH|A

i

AT Mqu|A2 wpta 9ok (Fluss, 2017).
A M = 2R A A Abgel dis ZA bl FFe AT

AP vy, A= FE Up| A Tes ol&ste] A&TFFo]

7bs3tthE o (Yasushi & Reid (2002)) A ®, 71 7]1&2 o] £3lA

HlZzyzo] ofd A 223 &8 A o] g dolvt. EAE, A

Ll
bi?
10,
o
fol
B
ofo
s
i)
o
'y
e
>

A= ZE YAl gish A% st
7% S TA43%FaL 31t (Sabanovic et al., 2006). AMAZ, 2014 James
Young¥ Derek Cormier”7} W3E3st Axg ZHo] wiyxd uf Al
Adzo] sld =X wiyACA dutv Ashs =7leA dolE =
AFE 3t Young® Cormiers= Harvard Business Review QIEHE
ol ER O RAL oY, HAig, A7) Fol ofEA Ixto] QlAEE
25 B0 digh Aol FFS v A ot Fart il FAEFTH
Uiz 23 @3 #-sfiA Rlste] gt A% Utk oE =9
o1t k34 2R HHEsle] Zwo]l # Folgk= A7 (Brian R.
Duffy, 20034 AFgEol  9lstd dids  dA o %
"ol 50] %] &= (Nicholas et al., 2007) ¥olH = A7} Q)

add AT g Qe viEE, ARE 23S vy 2RolA
AREElE Wl o] Hole= 54 whZo] WA A=A
TAAQN A= vk w2 Agts AZAB|A S oA Lol
M2 71919 25 dAA Y AR oA BREST 3R] BAE ots
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B Ak oled ATE ABHola FWAW /e AEE =R

o

& AR 2RO dig ATE vy B4 &S] 9%

FAE 5 ok b 9est dvkn & & 9l

I.o]24 w73 & A7 7H

Aol HEL (desire for retaliation/revenge) @ 3179 ¢]| A

e A2 el dE FAY AuEe see Al ars

N
-

e

2] 71t} (Bechwati and Morrin, 2003; Gregoire and Fisher, 2006).
588 fFARPEA L & JIdeEE 1A 39S (desire for
avoidance) 7} 9 tF (McCullough et al., 1998). ¥+ &7 E% XH| A
A Fgo] ASKHES HFA devhs dolA FARIHY (Finkel et al.,
2002). HEJF nAo] RESG 338 F sl o] S5 o
7ML QT F 7Idel sk ZRte] AR o= AMH|A AIE fHst
7199 MulA gE B eo] aydS "ojrmddrt (McCullough et al.,

2003). AT el oF AMel FHEL FomE&Te] s,
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(Bechwati & Morrin, 2003). 474 IAELS oA871x Ass
7Fgekar mg] wreo] T2 FAAS xstels Jigelr] el 7]

e
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2.3 39 (sense of power)

AeHoz 999 /hdad 2 =24 Ao =olv HH9)
22 7HA Sl Aol W@ FAVs A =4S wEY Burt, 19925
Emerson, 1962; Fiske, 1993; Kipnis, 1972; Perrow, 1970). 1&4}
el olgA s Aol dig SAlAdolv RIS AME A A9 E

T8 Aol ohth el Aelgel AHE tehle wol7% st

N

, Y= Bl Al FFES v E £ o WUiE Q1o FEe osh
o1x] Aot} (Bugental et al., 1989; Galinsky et al., 2003). 20124

Anderson F&e 9std  AFE 2 X} A9 @& ALFFERZ

QA ol AdEs 2 AAN B 2i% AAY FE
Shee] Qe Foh B RN gom AR WAL AAH FFo

X
do
il
1o
=
o
O

2003; Marmot, 2004). 37} =& Algha} G2 Abgho] =03k x}o)
st SV =2 AFES A1 A (agentic) AEO] Ea, IH7}

5
e Abe ¥ A4 (communal) A #o] =t (Rucker et al., 2012).
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[Z9 1] d75F

III. AF £

3.1 AFA XA}

AzALY] Fe mHe FosbAduch shbs A
Aol Aglo] 2R &A@l o] get 129 BEL T

Fol7k QLA B =g Fash fo8A Solmi A

U A st 542 APIEARE S 2AdCA AR AledeE
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3.1.2 AHA XA SFA
MTurke @g3ke] HEAE wEsglon, F 118 749

BHAE B2t 99 AFHAdE =ol7] 8] MTurkelA 5003]

ojgdt AbAZAF HAE GAS] fEiA AldE e 7Rk
A8E FdT Aue o Muja A Aol @Wol Al gEHE TE
2 YAEF AUl F HAER AUges APtk (Smith &
Bolton, 1998). & A& Ag ESlo] ARRIA &2 71A9A 9
2Rs TR wEel nAel F&E & 7 e Hwel Auvk BE

gtk dge gow, A9 B zdd we SHAt S

AL RESFE ZHst= A 7FA FE—- “You would

want to take actions to get the restaurant company in trouble” ,
“You would want to punish the restaurant company in some way’ ,
“You would want to cause inconvenience to the firm” (McCullough

- 13 -



et al., 1998; McCullough et al., 2001; McCullough et al., 2007) 3}
REHNS FAHCRE vetls $44 74 (Gregoire and Fisher,
2006), 3lAkel st ®EA £33 (Gregoire and Fisher, 2008), E&%
T3t7] 1%t 28l FNA 2% (Gregoire et.al., 2009) o] tigt AE-S
oM sl F A @b Aoz THAL. RBETE
ek Al 7H ARG 7)ol Auel e Auls Asg Qo
daEge] ojud T AWA SHAZ] WEIlel ool
AFET. wed A HE dyleldy mBass Frw
ARPORM BAYIH nEET =3 ARS adE AR,

) ARES FFHE 2A4S HBETE S By

o
-~
L
(B
-
_—)&‘
i

o

24 F]le] f& & 4 WA AR v 542 2AE 7H

HEg Abgatel Wt B gdrt)-uMe Bt

SHA ~AgdSs A8 MTurk $9A otolt)s AEA

3.1.4 AHRZAL £4 4 27
T2 AEXES AME3 A RoA MTurk ofeltES A=

ZIdetAl ok B5AE= Add T 118 e dHolEHE ARSI
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AF oA o)y st AFAZRAY ATE ulge] T3, olgst A
ERQlol 1A HESFo| wXi= a¥rt w7l v¢](sense of

power) ol & ZHE=A] dolr izt s

3.2.2 94 da¥He 24 $7A

Ad 12 2(79E AFvsZIAD x 23] EevsEe)
HHAAPEAAE o] &3ttt S S uS Alisgsta, $H9 A&
Fol7l Sl o Add F e EAYCAM= dHely 4
A ELo] g7]x|l #EZYA  (le., Qualtrics.com)& ©]&35}]
AEAE WHEIl o] F Prolific (i.e., Prolific.co) AFEAF A Frofst e =
goy,. AEA Wgo] gojolr] wiiel Prolificelld] A5 wiET o

waol7l oojel AW Fh@th Hgel zAEAE Sofrit A
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2011; Rucker and Galinsky, 2008)9°]|4 ZZlo]

LA o)ty ¥H3l Galinsky S5©] 2003d¢] THE &S o] g3dht)

=AY w27 RdEHd 23S 2804 o)

Az A BAgelM FAlel =71 99 =

B9 zATRl Folt AAEAA AE Aot

A EE =9 2R Adg et sle dHolA M SHEAEol HAa
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3.2.4 3¢ zdav 4 4 23
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2
2
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1o
&
do
&
N
S
o~
—
|

60 Alol®= Hash SR A oA AQTozHN TejFio] A5

AAL(0-40) %2(61-100) 4wk Fd 125 e dHolHE

AT 24 HA7IA= Re olgstel AldEled] dERd AfElA
a

s gl A AAukle] wel wAY wREE o] pAsl why

ol g3 EEAE=x ANOVA +4HS &85t dotdth, &4
A= [E 1139 2o
A I A 3 A F FolgE
71 A4 A 1 21.57 21.57 9.87 0.00
a9 FE 1 17.21 17.21 7.88 0.01
5 285 3} 1 2.10 2.10 0.96 0.33
23} 121 264.38 2.19

[% 1] 495 249 uB a7 gAdA 799 =da

ANOVA 435 AuEd Aderglo] 179 wHES5

Y

WA gate] folahthi & 5ok HFE wF wAY
HESTH uAE GFgo] EAHOR felsith aud ez
A5E ) AEASEINE FOSA grhn etk 1o O@
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$ol TH7F Be Alge] AAAAE dustd, dHE Fd A%
g BAZ ds] osd7] mFel ole] vid Bwke FAH FHolL
£g2 el 9% edel BRHEFE FopquwA 4 @

upeba AHl A A o]l AP RAL AU e BT 2 T

r

AdelE AHgE F7F ABE B AsAE dde]l 48 13 fAkH

3.3 4% 2! 999 xdad 9 379 wiAay
3.3.1 g zFaHS} FA7 AAEAY B4 23

A 20 BAL F ot A, A% 19 EAATA
B 7 AA A AFA AF 19 454e 53
A oA doluit Aol A, A4 3& AZet

Aldee Zinb Ao, ALEdY 1A HEST e #AE

|

Se7b 2AskdA, F33te]l wisieteA FAlel dolre= Aloln

olHe T mAL dAe] 9% euA T4 W BA 4A, Ao

=21 -



3.3.2 99 2daxe F37 wMAETHY B4 SHA

Ad 28 2(HdEY: ARvsZIAD x 23] EavsHEa)
HAAZEAE ol &ttt AY 1% rREEAE FE"XA (e,
Qualtrics.com) 2 A&#A]E wWE1 ©]& Prolific (.e., Prolific.co)
AREAFNA v EST A o]l deojolr] wiiEel Prolificel A

AP LY W mHol7h Folol zAW Frhwch wee A E

olo
o

9 Fsg AETE Qolni A 20N F 517 W o9

3.3.3 B9 2EEF} FI3 WAERS] B4 27
A9 29 A9dA= A9 13 #FARI Prolific & HAL
a5 T AEYHS AEA ol ek

=2— 1=

s FEZ M e =A

< stuel HiAHEEE st a¥ F did el sdHs

bow] S AR F AAE FA9T A YL Zeelenbergsh
Picters7t 19994 1¢Iek £7% ALGTh “olel@t Aul2 A A

ol g dAREFS Adu9d AS FIE oF Aua AdE
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e
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o
32
+
=

ba PAE 78 qrel Bolat Are SHaEs duh.

3.3.4 B9 zAFTHS FAZ AAEH] B4 9 D

AdsAY Fo9 Az dEe ews A" Ae, d5I=E

RS AYFEES  41-60 AO)E M

I
o
olo
v
>
s
Mr
1
=2
X

Aejgroma sl FAs] WwAY(0-40) F2(61-100) 4¢3t
¥ 306 W dHolEE AMg3h. SPSSelA Hayes PROCESS
MACRO Model 5& o]&3i4 Alvtg] el yebd Aujx Ao idste]A
2 Qergdel wet wAe] mES&S 7ol fATE g 93|
z-45v, Al FIHoR mAEEA dobr A [® 219 [®
315 F&ll LolE 4 ok F e HYFFo 2dade 379

WAZIE etolrr] $ek 306 Wl ARE HAg Aspolt.

A xFEeAt t ERSEE=]
ekl 4.89 A1 46.00 .00
71 AA 1 15 —.58 .56

(& 2] 33 vizhast
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o

e @ g odu AdEslo]l F33E e AR dFE vAA

Lebdeh w9 2dadel e wihEdE

=
SAlOl aEd AR EAEy= [B 3]l A AA A

A4 ZFEoxt t T2
a9 2.57 .30 8.45 .00
71 A A 2 .35 .20 1.76 .08
3% .33 .06 6.01 .00
T -.05 21 -.26 .80
4 Aga .24 .29 83 41

[® 3] FA5=9 =4as 3 Fa09 ARt B4

tgom 43 24 9 HolEE olgdtel AAuel we
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Please recall a particular incident in which you had power over
another individual or individuals. By power, we mean a
situation in which you controlled the ability of another person
or persons to get something they wanted, or were in a position
to evaluate those individuals. Please describe this situation in

which you had power---what happened, how you felt, etc.

w2 v

Please recall a particular incident in which someone else had
power over you.. By power, we mean a situation in which
someone had control over your ability to get something you
wanted, or was in a position to evaluate you. Please describe
this situation in which you did mot have power---what

happened, how you felt, etc.

EN
-ll

S

How powerful did you feel when completing the recall task in

the previous page?
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Imagine you are visiting a hotel today to enjoy your vacation with
your partner. After check-in, the front desk says that your luggage
will arrive at your room in 5 minutes. You wait 40 minutes for your
luggage to be delivered. You call the front desk and they inform you
that the bellboy forgot to carry your baggage by mistake. They
tell you to wait 5 minutes again. However, you had to wait more than

35 minutes to finally get your luggage delivered.

= 1

@

EXAd

Imagine you are visiting a hotel today to enjoy your vacation with
your partner. After check-in, the front desk says that your luggage
will arrive at your room in 5 minutes. This hotel has autonomous
bellboy robots in charge of carrying visitors' baggage up to their
room. You wait 40 minutes for your luggage to be delivered. You call
the front desk and they inform you that there was an error and the
robot forgot to carry your baggage. They tell you to wait 5 minutes
again. However, you had to wait more than 35 minutes to finally get

your luggage delivered.

=

_
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A=Al @l Imagine you are visiting a restaurant today to celebrate a special
occasion with your partner. You are seated at your table. You wait 20
minutes for the waiter to come and take your order. While waiting,
you see other people who ordered later get their food before you
repeatedly. You call the manager and he/she informs you that the
waiter forgot to serve your food first by mistake. You wait more than
15 minutes to finally get your order which the server spills on your

pants.

FEAQ  Imagine you are visiting a restaurant today to celebrate a special
occasion with your partner. This restaurant has autonomous serving
robots. You are seated at your table. You wait 20 minutes for the robot
server to come and take your order. While waiting, you see other
people who ordered later get their food before you repeatedly. You
call the human manager and he/she informs you that there was an
error and the robot forgot to serve your food first. You wait more than
15 minutes to finally get your order which the robot spills on your

pants.
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Abstract

The Impact of Employee Type on
Customers’ Desire for Retaliation

—Moderating Effect of Sense of Power—

Jooyoun Kim
Business Administration (Marketing Concentration)

The Greduate School

Seoul National University

This article explores the effects of employee type (human vs
robot) on customers’ desire for retaliation after a service failure

occurs. According to the pretest where a scenario—based experiment

with relatively less service failure severity is conducted, customers’

desire for revenge decreases when they encounter a robot service
employee than a human employee. However, this main effect is
reversed when service failure severity of scenarios used in the
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following two main experiments is increases. Furthermore, only for
powerful individuals, the main effect is significant and customers
served by robot employees, compared to those served by human
employees, tend to show more desire for retaliation against the firm.
While sense of power moderates the main effect in this article,
employee type has nothing to do with the level of regret, thus

revealing that regret does not mediate the relationship between

service employee type and customers’ desire for retaliation.

Keywords: service failure, regret, sense of power, desire for

retaliation, robot employee, service employee

Student Number: 2018—24208
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