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oA AZg Mulze] Moo gt ¥hgoz Hike  AEI HEUTHAndreassen, 1999; Fisk, Brown, & Bitner,
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AH| 281 8- ofdishs EAle Bl FHA
E 9 6 F83t & Aul2dsle a4z sy
F 719E duA g=E 890 € 5 sle uHHRoos,
1999, 434 &L g nAoeg WAk §
o] € # Stk 2 F#A=EAM dshie 3ARA
(retention)=  71¢j9] ©]¢)¥ B AETKStauss & Friege,
1999). Reicheld®} Sasser(1990)1=, A]A 7149] ojole
@ 5% DARAEE FFLEAN A 100%9]
o9l FAIE # Sldkn FAsIATE 22t Aujze]
559 Adole & + Sle AT Avle B &
vlEely wEel Hxeo] AMul2 AlFoA 100%2] e
g MulAv A9 BrlsdbrkEisk, Brown, & Bitner,
1993). mebA Aulx AFZA A SloiM AfulagEe
¢ F23 vl Zeth

€ a7e BHL o2y Au23E EAl B
gl et e T oM BAE FEshed Sk A
A, Mu| 238 BEd g TS ARk A
A HPe Rk X, BEAU| 20 g oA
& AR HYaQIEn Ve ZHaRY #
A olw gk

Al 288 Yo tjg BEe ofn Aeld 3
of oJa) o]FojAlErle] BF AFEL YA o
F A= A7le sh B} HiZd o]Folnl AFE
(Smith & Bolton, 1998; Tax, Brown, & Chandra -shekaran,
1998y A 23| 8o gl 1Al ofFA Hrbekert
g A9sh] A% 8¢ 2 AVE oRdsln Y
th oy AFEo] 7] U olBH #AYS
A 5 Mz EF7E £ ded 232 vz JgE
U X (disconfirmation) 7HA3 F% A(ustice) 7Hd o)t}

7HEda) ety Avzle] THEH ENEE
OE A7EdA P wol AREHR Sle 2deltt
(Bearden & Teel, 1983; Oliver, 1980, 1981, 1989, 1993;
Oliver & Bearden, 1985; Oliver & Burke, 1999; Swan &
Trawick, 1981). & L& 29 7lUlel A ATE
Hlashed Aozt 71dE 238 498 FAHEYA
(positively disconfirmatiom2tl 3P, AFrt 7|dlE £
AMFe B8 YAconfirmedi2t B0, A7t 7ol
pjAA] Rdhs 48 FAEY X (vegatively disconfirmed)
i gt mehx dwidog Bl FAHYSE B
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[ Ry v
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BES 0% 2 U BUNT FHYSE BEe 0
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Singh & Widing, 1991). & 274 WA zpalel Ewgo)
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o] 71} 714 WES vimfre gy U Ee B
Zo] Fxg 2P B 4 Sk ohA] T Ay
2308 BYx]9 47 Hxe wel My A8 AP
o tigk nAREe] Hwrt dElRickn & 4 itk o
714 B EEUA| R 387} 3|83 Aolr F
o 4 ik wabd ME| 238 AP g nARt
& gl ol HEUE HEGAE o9A
#AE AA7 i 710l E F UTiKelly & Davis,
1994; Oliver, 1981; Singh & Widing, 1991). o]&{§} 3] &7]
e 5714 BHA ojdE = Yok F Ava B
BY5E ThE B P7EBlodgert, Granbois, & Walcers,
1993; Hirschman, 1970; Richins, 1983; Singh, 1990)0l 2]3}
H B2 2SS ANEY ENE2HE g A
A2 A FARA BHA Ye Holvt R3S a7
= gl AY 252 Y7 o Fri3t 5
ojzl Aoltt g ol ZIFEE HEAMu 29 4
B3 3 EAu| 0] Aglell vlwa) 2ot 5] EAH| 2~
28 d7t Mul e Aot % 3y 25elA aAEe
ZNhFEe o BRItk 1 olfe HE 2 Ay
27} Ao A olgd + ot sl 5 Ul
e A2 AF 71H disl 2o} g2 7IHE A H
1 #HEE E AR5 Fof E7] dEoltt ol 2
A 285 JgelM 24E BEATE AL B o
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olE Aun vt drizte AMu|238 oA AT
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1992; Hocurt, Chakraborty, & Mowen, 1997; Tax, Brown, &
Chandrashekaran, 1998). o} 2& AR2|H BAle] Ui wF
T #¥ o AMREE £ARA ne FE A
£ otk 49 /hde 2 2 FokiM dF
so] fedl a4RE gollM FHAdd i@ dFe
I ojzeiM AIRHUTE EFA o] iy nAe]
H7HE olaigel UM AEHI e FHAH AL
2¥ AR ZH(procedural justice), FTIE FTHA
(interaction justice), 12} FHl FAJ(disributive justice)
o] it

Azl FRAgol ALFA oM FHY dHE
Haixe 23 ARt F8E%0| 1 Ayt el
EEEE 334 Al B S vtk Aol
. g2l olfel F2 Ayl =EHUY st
At FAEA o]RoiAA] ket nAEL B3
& =7A Hol 289 BEL} 5o FAAY I
& nAA 9o} T 51998 EFX o g oA
o] el Qi dak FHAS A x| FE
T 84, 29 &)Y, AAte] /AN, AEE,
H$, aejn G5 52 A3t oY g
oA ol23t Aat FFAEE U A7EY de A
H BaAl7t aAEe Qe Fv e veida 3l
ThBitner, Booms, & Tetreault, 1990; Taylor, 1994).

BEAR FAL A 4 B 38 A9 ®
tg AeEA HIZ Eo B AV} o|FoiA e A
Jolot. Bies9} Joseph(1986)2, AlgEe] HAHE AAe
B 3F3e) o]RA & oAthFe] Ao o8 4
& Wethn F45tn ol§ it IR ApEd 3
3344 FPoE EFIAAT aARE AFN 4
T4 FHAE U dTES 2Y, AT A
ggzt Aolof o]FoRl AFYA o] H(emmer, 1998;
Goodwin & Ross, 1992)0] RATZA| J8s F& 2o
2 vepdeny MH|A FA(Parasuraman, Zeithaml, &
Berry, 1988)7 B |(Blodgerr, Hill, & Tax, 1997;
Goodwin & Ross, 1992)9l] gt A7olMz A9 oA
Ao UM FEHAE FHAMol dFE F= A=
Uehgitth 8 ol2ig 4z ats FAe] s42s @
52 #Askeie dus wgigle] opel X e
ool dejubg, FAE, A FHOR o]Fo

Mu|A 55 ZEol Cfst D2U2RzRe| AW QQInt Znte] B
ZtK(Tax et al., 1998).
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M2olA g9E K& iR AN Bele] whgo]
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e AoBA Adms(1963)9] FHo|Bel 7[x3tn
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uhbA AMH| A BAe]e e TN
2 MUl &S 3 7120 =T v Fe3he
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ok&gt Aol i3 mAe 277 M7 E 7Y A
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djguigkerlel digh 24E 7122 Bl 7IYe] &
MB| A8 H71E Aojth ofgl o] nAEHAHe Y] &
Foll A Bl T Qo] nAAA AAEFE A
H| A3 B iy nANERE Ak ol g FHL A
2} BE A Oliver & Swan, 19890} Ao oEel 3
Aol T AKBlodgerr, er al, 199704 A= 9l
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a2t ol @ A Mol HIE AulxgE 3
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Ne gvisie 4 gle Aol ok F 3EA| 2
o AFelx & 5 e ¥ T UM A B
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o FARE A¥S A ¥ AeloiM EAu2E H
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AR M| 238 AHo] e 2ol Aol Qle 1

-117-



BRN2IBEIX MY W IX

7 ERoA FEHoZ HEE & sle AYY 8L
71d=F9] 2ojo]7] wj o}
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ke o] Mul2Al gt ALY dAE FA8
AWHE AR 9B € 7 A% F EUED
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mouth)¥}  AAPLY =l FEE E F U 2 IR
ARdellA] o} FojRl AL 2l RIEY Swake
AIEe 3RA 2P 4% T2 sHlA Hske

9, BUEG ozl AMIEY Vi AEE 9%olM
16 FxolAl Agrti ITHTARF1986). EF ETHe
gHE fojojwol: J3E WA 10088 A A
Eolu Mujxdl disl B3 Zta Sle Al FolM
ol BEAYA HEHA] ¥%E w Ze AFAR
BE A7l =g 2 Alge ©A 19%ol B3t
th 3 Aol Mujas} 1g9¥olA sgeid AS
o] Hl&& 465%71A LElit} wiek Eglo] PrEAY
A AZHYE o A7 = s43%10088 o) F
o] A9, 0% ~5gHA] et o7)A Folz
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€ TR AAY Al 9%E Fo= 71E 978
27E EUE ¥ d7dMe ded e ME 4%
sk

7Wd 4 ME 2B o
o) Relo.

7Hd s - A 2BE AYd i BEEE AAY o
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Are =08 A £ AToMe Mula3E BY
of i gte] Hej el Axel BAE dol Bzt
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MelA Bl ZEo thet TZHZIES| M R0Int Znje| 1A

wEo) ¥ 8o ¥ M By dys
a9 13} 2

EAICHAIR}

AN AR S AEEY 27 seso|th AEe
ddid AEEHEES B FRHAT B Al $HE
ool Ad 4 A EXE E 19 A ek
E 1olM A s08W 3 @A} 2638(3255%), FA7)
545%(6745%mH e, FHEE = 30d dodizh 2
33.46%, 31.56%% ¥lma @3 20th9} sodf olAte] zt
7} 17.49%8 2 28k glck

g o A

200 46 147 193
(1749 (2697 (2389
300) 88 218 306
(33.46)  (40.00)  (37.87)
40t 83 121 204
(BL56) (22200 (25.25)
sotho] 4 46 59 105
(1749)  (1083)  (13.00)
A 263 545 808
(32.55) (6745  (100.00)

we &l 4 3%

F8 WrE9] Ad 2 FuhEe thed #oh
A Bl Eebxeel] digh AREHQ) whEke
Agagle I 7ol A MelAAEAERE
B, 14-24d A5A3EEAEED € 2REAEED
2 EF3itt o1 He|dAEAde, MujxslE g
HollA el AFzlell ojs) AHE-E Ao} il

el aAo] Y AHaFds Fostn, TaxF
(1998)0] 7Y Hdzte] i, Aol A%
old, agln HeAate] At FA8JAEE Y3t
Rt FEAREEAL, Mu|23E AFeM nAE o
dhe FUYY Hixol e A dez YPojatn T,
A, Tl ARJLA wio) g A2 s
o8 AAFAL, Mula AT 2Ad0A B =
g Ao i nAel Aoz Aeldta, ol
AT MR, AS4, a2ln AT A ug
A9 AztE A ol 7 FYEL 2AAEY
S HE2 P Stk g AN BEes A
A oAb 2 FAER] FAHdrD g ZHEG S
77) shuel F9E AHgsl sH HE A EAFE
£ stgd. ol Wlsd W@ 2347 129 19
2 o84 RYd 7|23l £ME AT

AHERY

247 gy, AEE At 3 FAEA L sAs
61298, FEAF FREA LS LSREL 8.12a B o] &3}
Aok GAA QIFA A b 75 Baige o] 83
o 898 F&AT, FEEU AERFE U
A2 (squared multiple correlation, SMOE o] 83152,
817+29] HHE Vaimax P& o] &3t 808
gl g A4 eAqEAM L 7 2919 AHEL
HAEZ} 100%0 o]l2E 29] 7% 898 F2), A
A A A ANFeAd S aeisld v 2l
F&37|2 2A3}At

H 2 7|=R0l5H

8 39
1 2 3 4
1HA 636 135 0.92 0.15
fA|A}e] 501 043 0.78 0.12
A gt 077 016 011 002
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SIS 20184 2ot

dusz @ ALY 24, HAEA, Fupon=2857,
2<.001, 3522 FA, Foan=2441, p<.00l, HE
A, Foay=489.28, p<.001, Al 29 2F AukAQl gt
Zgo| 4L FE Aoz ey & 4 9AA
FAEA Aot} o] Aol 2E A 8% F &
BEA] HETY P & 4FE Fe ez ¥
Qe

4 tHAE 274 2o

o)k s ¥ F

Az A F4e Fshe 2EYd o
A Q¥ Az & 39 AAE] Uk E 390 AHER 05850 05850 113594
A 37h9) afle] FEHAeH E¥E] Agl 7T B 00257 06107 5314
89150 TAEATE QM Cronbache] AZE AL 3548 00115 06221 2441
ae 87914 95Atol 2 Fz A Lehsth *p < 001

7M1, 2 39 ARXARE 8] Aa dubHd
DEES FHUSE, FHY 7Y R 89E 5

E 3 S @084 3 HEE B4 20}
=1 8 g9l 1 89l 2 8913 FER

(89 (=87 Aza2-F)

08452 AY ER 0.82743 033444 0.28495 0.877689
oA e T 081171 0.33070 0.23318 0.822622
054 zlgle] A e 0.79587 0.27429 0.24554 0.768928
07422 el folA 0.78980 033570 0.22785 0.788394
(80l Aa=90: AEA]
098] OIg A He 0.34917 0.81048 0.20715 0.821705
nAy F FdAe] osoly 0.28988 0.80394 0.20591 0.772748
lo2uka]alel Al4A 0.27080 075191 027678 0715310
R3FH AT PER 0.22951 0.65250 0.12167 0493241
(82 ¥ =95 HelHAEA
METH ALY Abk 9 021112 0.25809 0.82013 0783788
0384 Aae i 0.25656 0.18518 0.76862 0.690889
024g M 9} AgAA goly 0.19800 0.11763 0.70201 0.545861
01388 AT & BolY 0.12239 0.15102 0.67886 0.498626
AR 3.09724 2.84102 264155 8.579811
AR EAHAE 36.10% 33.11% 30.79%
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AHE B tg AN Fa gseA o
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The relationship between the quality of service
recovery processes and customer satisfaction

Won-Seob Kwak Jong-Goo Lee
Hoseo University Taegu University

The main objective of this study was to verify causal relationship between quality of service
recovety processes and customer satisfaction. In total, 808 customer(insurant) participated in the
survey. An exploratory common factor analysis was performed to verify factor structure of 12
items that were supposed to measure the quality of service recovery processes. The resules
showed that there are three service recovery qualicy factors: Interaction, Results, and Procedure.
To identify the relationship between customer satisfaction and its antecedents, the multiple
regression analysis was performed. The results showed that customer satisfaction was directly
affected by three quality factors. The covariance structure analysis was conducted to testify the
structural relationship among three service recovery quality factors, customer satisfaction, and its
effects. The results revealed that the proposed hypothetical model was well-ficted to the data.
The implication, some possible limits, and the future directions of the present research were

discussed.

Key Words : Service recovery, Service quality, Customer satisfaction
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