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Abstract

This study, via Criticad Incident
Technique(CIT), explores the impact of trust
when service failures happened. According to the
four-dimensional construct in trust, this study
validates the impact of service failures on various
trust dimensions. Findings reved there are
different impacts among dimensions of trust
when service failures occurred. That is, the trust
of integrity, predictability, ability, and
benevolence will with different damage when
delivery problems, product defect, unpleasant
seller service attitude and service behavior
occurred. Digtinct with previous research, this
study not only focus on negative behavior impact
on trust but aso strengthen the construct of
e-trust is congtituted by a multi-dimensiona. The
result creates a new direction for related research
and let the e-provider knows what service failures
should be avoid.
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