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顾客感知的“服务失败”及其“服务补偿”关系研究

岳英,万映红, 曹小鹏

1.西安交通大学管理学院; 2.西安交通大学管理教学实验中心

摘要： 运用顾客价值需求理论和满意理论，从顾客认知视角分析服务关系下显性服务契约和隐性心理契约履约感

受内涵及满意评价基准，揭示顾客服务失败感知要素概念及关系，并遵循个体“方法目的”链逻辑思维，构建出

“互惠交易”原则下顾客服务补偿期望层次结构。以餐饮服务为背景，实证得到顾客感知“服务失败”的5个维

度，以及顾客感知“服务失败”与“服务补偿”期望之间3种对应关系。
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Customer Perceived Service Failure and Compensation Expectation: Taking 
Chinese Catering Industry as the Background

YUE Ying,WAN Yinghong,CAO Xiaopeng 

Xi’an Jiaotong University, Xi’an, China 

Abstract: Based on customer value theory and customer satisfaction, this paper reveals customer 
perceived dimensions on “explicit and implicit” service failure from the customer’s perspective. 
According to “means-ends” theory, and under the principle of “reciprocity transactions”, customer 

perceived service compensation expectation model is constructed. Taking catering service as the 
background, the paper analyzes the dimensions on service failure and three models on service 
compensation expectation. Empirical findings provides service recovery improvement for service 
providers to retain customer satisfaction and trust by reducing service failure and compensation 
cognitive biases between customer and companies.
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