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Impacts of Service Failures Existing in the Travel Chain on the Cognitive, Emotional and
Behavioral Responses of Disabled Tourists: From an Embodiment Perspective
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ABSTRACT : This study examined the impacts of service failures existing in the travel chain on
the cognitive, emotional and behavioral responses of disabled tourists using the principles of affective
events theory. It also examined the differences among these impacts from the embodiment
perspective. A total of 298 questionnaires were collected from carefully selected samples. After
removing 9 incomplete ones, 289 questionnaires were used for the final data analysis. The major
findings were as follows. 1) Service failure had a significant positive impact on the cognitive
evaluation of disabled tourists according to the degree of their basic unmet needs. 2) Service
failure did not have a significant impact on the negative emotions of disabled tourists, but their
cognitive evaluation did. 3) The negative emotions of disabled tourists had a significant impact on
their complaint behaviors, but had no impact on cognitive evaluation. 4) The group that was divided
according to therr embodied conditions did not show any significant differences in relationships
among service failure and their following responses. The theoretical, practical and future implications
of theses results were then discussed. Finally, future directions for further research are suggested.

Key words : Service failure, Disabled tourists, Embodiment, Affective events theory, Basic needs,
Complaint behavior
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238t A4 .842 3.34 1.181 .710
sgstal 7)ol wltke Azte] Stk .823 3.25 1.173 677
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Eol o7k 877 779 061 635 14.408
A S 931 797 063 718 14.825
AR .880 678
shet 1.000 861 .335
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1994) 24 259 71R4 8771 v] F5
9t A3E op| AT mheba Al 25 25
A7t B AldBBASLTE FFHE R
4 otz 2RSS 7184 &5 AP =7t
Erha 7R Ao & Al

SA, AR BARE B F 29
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