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Abstract This study examines the relationship among servicescape, information technology,
employee’s job satisfaction, affective commitment and service performance. Empirical
research is conducted to statistically test the model using SEM and empirically confirms
followings: (a) positive effect of servicescape and IT on both of job satisfaction and
affective commitment, which, in turn, positively influences on service behavior, (b) positive
effect of affective commitment and service behavior on service recovery, and (c) significant
indirect effect of job satisfaction on service recovery meditated by service behavior. Results
suggest that there are direct and indirect effects on service performance of servicescape
and information technology through job satisfaction and affective commitment. This paper
is concluded with the summarized result and contribution of this study, managerial
implication of the research findings, and further research issues.
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Service performance
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