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Abstract

Customer first and offering the best service have always been the first principles of service
industry. However, exaggerating service or too frequent attentions would lead to negative
perceptions from customers. This particular phenomenon is called “over-attentive service.”
Although there has been many studies done on its antecedents, perceptions, and categories, there
still hasn’t been done by using both pricing and service at the same time to investigate the influence
of satisfaction and loyalty. This study applied 2x3 factorial experimental design with six scenarios
(regular/over-attentive service, high/medium/low price). The result was that price isn’t the issue;
instead, it's over-attentive service. Also, over-attentive service resulting in lower customer
satisfaction and loyalty is a matter worth looking into.
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6 B L 58 3.8728 0.67110

12



R 2015 2(1) » 1-19
sE LIRFATA-AE R IRAE B G JRARH 5 2.0 A B Ml o LIy s 3, %

p<.001 > *: p<.05

V- 250 A ERIRGE G CHEBREFIRE LT T E B AT (£ D
S o il B IRFRPIFITT 0 B L AR Tl s 292725 ¢ B = SR T ok s 2.9576 ;
M g R T Eod s 27001 0 B i PRABPITT 0 B LR T ok S 3.6440 ;5 ¢
B g A Tiodcs 35783 M A Tiodc s 3.7003 - HAWp A 4T R R AT S AT %
Eu BHACLBR LS Y LR (F=11.079, p=0.000) -

BEG AT (FHPLSD ) AR A FIRAFT IR AR R T G A
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10 4 4 4 4 4 4 5
11 5 5 5 5 4 5 5
12 5 1 3 5 5 1 5
13 3 3 3 4 3 3 5
14 5 5 5 5 5 5 5
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T~ FREERE
(=) Zzr ol F 212 BB (Q)RAHD A QuEl QR :
ﬁg?l »F]F o
fNES Qs x©=(,5,5,5,5,...5,5,5,5,5)
x=(5, 10, 15, 20, 25,..., 265, 270, 275, 280, 285)
2V =(--,7.5,12.5,17.5,22.5,...,267.5,272.5, 277.5, 282.5)
@?J »>F]F E
Qux\V=(4,5,4,5,4,...,4,5,4,4,4)
x"=(4,9, 13, 18, 22,..., 240, 245, 249, 253, 257)
Q2 x{"=4,5,4,5,4,..,4,4,5,4,4)
x"=(4,9, 13, 18, 21,..., 234, 238, 243, 247, 251)
Q3 x\"=4,4,4,5,4,...,4,5,4,4,4)
x\"=(4,8, 12,17, 21,..., 225, 230, 234, 238, 242)
QuxV=(4,4,4,5,4,...,5,4,4,4,4)
x"=(4,8,12, 17, 21,..., 228, 232, 236, 240, 244)
Qs:x\"=(4,4,4,5,4,...,5,3,4,4,4)
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5 AREIE L el o L BaES | B BT oo 0.0897 6
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