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Abstract

Purpose — This research is intended to suggest ways to enhance customers’ satisfaction with service recovery. For this
purpose, this study investigated the relationships among perceived justice (distributive, procedural, interactional justice) of
service recovery efforts, perceived authenticity of service recovery efforts, the intention to follow advice, and the satisfaction
with service recovery.

Research design, data, and methodology — This research developed a structural equation model in which the perceived
justice (distributive, procedural, interactional justice) and the perceived authenticity are predictors, the satisfaction with service
recovery is a dependent variable, and the intention to follow advice is a moderator between the perceived justice
(distributive, procedural, interactional justice) and the satisfaction with service recovery. Data were collected from visitors of
fast food restaurants in Seoul, Gyeonggi province, and Kangwon province. A total of 330 questionnaires were distributed and
295 responses were collected indicating a response rate of 89.3%. After deleting data having missing value, 288 samples
were used for analysis. SPSS 21.0 and AMOS 21.0 were used to test the reliability, validity, model fit, and hypotheses.
Results — Empirical results showed that perceived justice, perceived distributive justice, and perceived authenticity had a
positive influence on the satisfaction with service recovery. These results indicated that the more highly customers perceived
the justice, distributive justice and the authenticity of service recovery efforts, the more they were satisfied with service
recovery. And these influences were moderated by the intention to follow advice. Specifically, influences of the perceived
justice, the perceived distributive justice, and the perceived authenticity on the satisfaction with service recovery were bigger
for people with high intention to follow advice than people with low intention to follow advice.

Conclusions — This research contributed to the service recovery literature by showing how perceived justice (distributive,
procedural, interactional justice) and perceived authenticity influence satisfaction with service recovery. Moreover, current
study introduced the intention to follow advice as moderator of this influence and revealed the moderation role of the
intention to follow advice between the perceived justice (distributive, procedural, interactional justice) and the satisfaction with
service recovery. Managerially, these results suggested retailing companies some ways to recover from service failure.
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S0H=0| 0|X|l= St eV ZeHoE HEHEIX; St

O Liop7t 2 97 =Q0| AH|Xte| oAHAE Dt dEOof
OXl= @0l Atk Fo| FFstuXt sHHMaknight,
Choudhury, & Kacmar, 2002). 1240| 7|®9| AMH|AAMIiQt
MH|A3|E =3HE ol SN T AFRel =2 M|
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Miller et al., 2000; Weun et al., 2004).

22. 38X

= =/ T —

oF 3ol CHotE @2 Zp7t SHSHRo| Cigt EEto|Ch
(Adams, 1965). F&= HIESH MH|A FO0|AML MHA Z
HH2 10| MH|A HNSXtete] metofM Hott SEHA
Rgh=rtet 2HAE 7iEo|H, 2H37dd, EXtadd o &
SiEE8F3HMoz FEEICKSmIth, Bolton, & Wagner, 1999).
£3| 7|Y0| MH|AMIY Al MH|AD|ES Qs st &%
OlM MH|AZ|E SEE2 24, "Xl 4228 ZHOAM K
O| OtLt SESHA CHS BH=otof CHet 2ol X|2fo|H, nzd
0| MH|AZ|E| SHME = X|A+E =250HF0| St
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Table 1: Exploratory Factor Analysis

== B B |
Algt £ 42| 1981) ZHEEISH0| HELUSS L + AT

& Larcker,

Construct ltems Standardized Loadings(A)
Distributive Justice Procedural Justice Interactional Justice Authenticity Satisfaction
Dist1 .688
Distributive Dist2 .699
Justice Dist3 .606
Dist4 .633
Proc4 .766
Prj’fset?;ga' Proc5 867
Proc6 .836
. Inter2 .761
iteractional | verg 628
Inter4 773
Auth1 .624
Authenticity Auth2 752
Auth3 .681
Satis1 .750
Satisfaction Satis3 761
Satis4 .545
Eigen value 3.047 1.959 1.838 1.358 1.226
Variance(%) 19.046 12.245 11.490 8.488 7.664
Cum. Variance(%) 19.046 31.291 42.780 51.268 58.932
Cronbach’s alpha() .606 .788 592 .530 537
AVE .995 .996 .991 .809 .726
Table 2: Confirmatory Factor Analysis
Items Standard Estimate(A) S.E AV.E C.R.(composite reliability)
Dist1 .593 .032
Dist2 .280 .043
Dist3 480 .039 995 967
Dist4 748 .035
Proc4 .710 .045
Proc5 746 .049 .996 973
Proc6 778 .044
Inter2 702 .069
Inter3 .509 .048 .991 .948
Inter4 521 .046
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Auth1 .343 .321
Auth2 .824 124 .809 775
Auth3 496 .358
Satis1 .667 190
Satis3 721 159 .726 .762
Satis4 .345 .589

2?/df(215.844/94)=2.296, p=.000, NFI=.901, IFI=.919, CFI=923, RMR=.0043 GFI=.881, RMSEA=.077

Table 3: Correlation Coefficients Between Constructs

Construct Distributive Justice | Procedural Justice | Interactional Justice Authenticity Satisfaction AV.E.
Distributive Justice 1 130 A1 109 103 .995
Procedural Justice .361 1 .001 .006 .015 .996
Interactional Justice .333 -.003 1 .027 .002 .991

Authenticity .330 .078 164 1 162 .809
Satisfaction 321 123 -.041 403 1 .726

Table 4: Results of Hypothesis Path

Note: Under the diagonal line is correlation coefficients and above

the diagonal line is square of correlation coefficients

Path Standardized Coefficient t-value sig.
H1: Justice — Satisfaction with Recovery .640 4.240 p<.001
H1-1: Distributive Justice — Satisfaction with Recovery 373 3.440 p<.001
H1-2: Procedural Justice — Satisfaction with Recovery .037 0.820 p>.05
H1-3: Interactional Justice — Satisfaction with Recovery .049 0.953 p>.05
H2: Authenticity — Satisfaction with Recovery 470 3.455 p<.001

2?/df=189.686/60=3.16, P<.000, RMR=.046, GFI=.914, CFI=.827, IFI=.831, RMSEA=.087

Table 5: Moderation Analysis

Follow Advice: Follow Advice:
Low (n=128) High (n=160) .
- - X | df | B | sig.
Standardized | , . o | Standardized | . o
Coefficients Coefficients
Free Model 393.540 |174
H3: Justice — Satisfaction with Recovery 432 2.281 .851 4.035
H3-1: Distributive Justice — Satisfaction with Recovery .339 3.201 455 2.030
H3-2: Procedural Justice — Satisfaction with Recovery -.019 .508 .043 .823 402.282 (176|8.742| .000
H3-3: Interactional Justice — Satisfaction with Recovery -.234 .982 .078 573
H4: Authenticity — Satisfaction with Recovery 205 1.996 732 2.825
42. 714 A5 ol ZHISYE2 AR FH(+) &S DI 2LH(y=.640,
t=3.440, p<001), HABHN MBHULTHYS B=2050)
2 A7mHo| Mg ABHY|0| YA CFAZ ol g2 ®olet SIS FA| B0F H1, H1-1 8 H2Ek X|X|Z[QiCt
2 AF23l0] AMOS 21.092 DHXSIZE Z0I8QICt Table _ 280 XFRMNE ATV ot RPE ol
40 MA|E HEQP ZH0| ZHABIZ = x2/df=189.686/60=3.16, B 7IECE RO+E o0| B2 T &2 HEe

P<.000, RMR=.046, GFI=.914, CFI=.827, IFI=.831, RMSEA=
0872 483t Okl 2Z0|QICHBagozzi & Yi, 1988). 1k} @

Ql(first-orden 22 & 2ZHSFIH1-1), EXSZE

(H1-2),

A EEZ™HMEH1-3), TI™EH2)t 2Kt 2 9l(second- order)
2l 3FE(HN)0| 250H=0| FH(+)Fe= 0jE Aozt 7t
HdE 4357 {5t AMOS 21.02 0|8%t0] LxUFAZ
HAISIQICE Table 40f HA|El Htel Zo| Z7dMut ZIEM2

si=OrE0| Qost WH(+) P2 DMK

y=.640,

2|
t=4.240, p<.001; y=.470, t=3.455, p<.001). X A0| 5174

(y=851)0| M+EXTHy=432)2Ct O IA LIERHD, ZHS
YOl F=AZ| DX Y= TS T $8oH= 148
ZiEH(high)(y=455)0| X=8TCHy=205)2Ct O 3 LIEHL}
H31} H3-10| X[X|E|QUCt HHH ZAx=E olgk2 HXSEY

o
X H2HESFY0| o|=0F0 DXz Fge =FoiA| &
QUCE TFGO| 2FUE| O g2 =S & +8ol=

12 of
1 oot

=& EHhigh)(y=.732)0| X+=&
LIEIL} H4= X|X|Z|RACE.
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