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Me|23l52 22| B{E|2 0|RO0X|E7H? THE2R O|RO0X|EH?:

2HM vs TNl ACHA AP

[SX=X=

b

=]

3T =

(2 1Mz Y ElES EMZD)
S 9ovy PREEFRE]
factor eigen  %of : o
loading value variance estimate S-E  tvalue
A% (Cronbach’s a=.708, Construct reliability=.714, AVE=.607)
1. MH| 2888 e AA o] LAAT 722 1.000 - -
2. AeA £t |28 E8xE S dra ARG 15 9 659 797 46079 9.44
3. WHdA L2ue AHjglEeE S A3 o87 = : 689 084 820
4, NH|23 8 eE e 9A7H49l wqlo] £t 623 705 079 892
) 244 (Cronbach’s a=.767, Construct reliahility=.775, AVE*'= 684)
1. AFd 23 neded 182 1.000 - -
2. AFE BAL AdgT 763 3179 883 15018 917
3. AFE BAL eRI HlagAq T 48 < : 652 077 847
4. AT BFL 7)ol ol 122 683 076 8.99
AA334 (Cronbach’s a=.759, Construct reliability=.768, AVE=.677)
1. &Ald g3 244 oz whesiin 705 1.000 - -
2. A& 8]]753}‘;}13} 697 9 666 740 699 078 8.9
3. HA et ANA AE ka9 674 = ' 631 072 876
4, AT W or BAE At 6317 685 083  8.25
324344 (Cronbach’s a=.779, Construct reliahility=.785, AVE=.699)
1. 2A8& #3390 135 1.000 - -
2. 19 B& A A4 124 684 082  8.34
3. a7 oout2 BrE Ban 668 2.719 7.55 641 077 8.32
4. 243 Wit .606 659 071 9.28
€A (Cronbach’s a=.715, Construct reliability=.728, AVE=.623)
s 1.000 - -
R T o 853 082 1040
gL ’ 2.767 7.69 7149 078 9.60
SWTEAR o derom 2 891 0% 8%
4. 2 wjFo] Ao A golod £t 673 T4 078 998
8| 8u= (Cronbach's a=.794, Construct reliahility=.802, AVE=.695)
1. o] oA ve A9 dig HE2 e 284S Add 20 709 1.000 - -
2. e o] v g 2d HEdg 639 2.153 5.98 758 07T 9.84
3. e o] il Age Hﬁﬂoﬂ fESI IS ?w (R)? .653 821 .08  9.77
A (Cronbach’s a=.731, Construct reliability=.746, AVE=.658)
1. 497 115 1.000 - -
2. 997 687 2.216 6.16 769 088  8.74
3. #4% .625 802 088  9.11
Ay ~ZA97P3(Cronbach’s a=.716, Construct reliability=.722, AVE=.614)
1. AE 254 AdoR o 0}‘3} 146 1879 519 1.000 - -
2. e 2gAo| j‘_}ﬂog wr/} 3~ ’ 135077 9.55
B33 2A9£48H Cronbach’s o= 816, Construct reliability=.827, AVE=749)
LoUe Y 39 9 AEdA of WS 71 B2 2 8 g 69T g5y 514 1000 - -
2. e Y3 *}a":‘ oA o vjge Faf BHE Rolch 658 ' 879 099  8.88
AZ T W8 (Cronbach’s a=.799, Construct reliability=.815, AVE=.727)
1. e o g2 rgoz i Aot 691 1.000 - -
2. Y= 0% o] WAz AAYA oA %= Aolth 638 2.001 5.56 885 093  9.52
3. e o3 A AH|AE o4 &ME} 582 849 089 954
AUEI =¥ 8 (Cronbach’s a=.783, Construct reliability=.797, AVE=.697)
1. U o] oj3E ] WEetn &2 AothR) 21 1.000 - -
2. e v o] iAds A% °H"1 H}'Erffal Ao 718 9336 6.49 769 088  8.74
3. Y7} sk 595 7tok Ao o] WS AEd Ao 677~ 747 077 9.70
a) Average Variance Extracted
b) AAE 2zt o] 3BTl Asjale] S o] &
¢) reverse scalei’\i Auleko 2 recode 32
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(E 2) gchelSzhel gkl 2 (¢ matrix)

; . . P I ]
h=k A A]-#X]-% ET A} H A2 TRA ok o
T Lk 1‘_;:114 ;;L o_vfzfﬂ A i& m; Llp% s 9% I%
000 0’00 0’00 ] hd ]‘ﬂii]' %i]‘ %ﬂ—
w1
e 212 1
IR .
S (0,069
b 205 256 .
34| (0.067)  (0.061)
Hsds | 934 1 983 '
234 | (0.061)  (0.057)  (0.062)
e 584 125 142 215 1
(0.046)  (0.068)  (0.069) (0.067)
gugz | A2 483 30 3% 224 .
TET L (0.051) (0.055)  (0.058) (0.059)  (0.067)
guag | 432 256 19T 905 685 43
(0.049)  (0.063)  (0.063) (0.064)  (0.032) (0.056)
Aex | 405 924 213 931 651 453 295 '
AWM | (0.044)  (0.066)  (0.064) (0.062)  (0.037)  (0.052) (0.060)
B34 39 285 244 258 673 204 30T 3% 1
FAEdE | (0047 (0.06)  (0.062) (0.063)  (0.033) (0.069) (0.062) (0.055)
AgE | 414 204 231 249 576308 315 356 .27 1
W3 | (0.042)  (0.069) (0.060) (0.061)  (0.042) (0.061) (0.059)  (0.063) (0.061)
AR | 385 216 205 298 532 3% 329 34 285 3% .
gug | (0.048) (0.065 (0.068) (0.066)  (0.047) (0.058) (0.057)  (0.055) (0.062) (0.051)
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ls service recovery made with customers’ head? with the heart?:
A Comparison of Relative Influence between Justice vs Authenticity

Sang Hee Kim*

Abstract

The purpose of this study is to survey relative influence of justice and authenticity upon
customer response in service recovery. Prior researches on service recovery so far have emphasized
on recovery in the cognitive aspect called justice and recovery satisfaction. However, at the
point of time that many researches on consumer science consider the emotional and psychological
aspect as well as consumers’ cognitive aspect, the consideration on this aspect will be necessary
even in the service recovery. Accordingly, this study aims to suggest authenticity in addition to
justice as a plan for service recovery and to figure out different influential level of these two
recovery plans upon customers’ response. Through this, the aim is to compare how the justice
and authenticity change the response of customers, who experienced in a situation of service
failure, thereby making it reach the recovery process.

The following are the specific research objectives of this study. First, the aim is to compare
relative influence of justice and authenticity upon customer forgiveness. As prior researches
have mentioned so far, this can be said to be the examination on whether the offer of other
element in addition to justice can be the better recovery plan than justice as well as the
examination on whether justice is the sole plan for customers” service recovery. Second, the
aim is to compare relative influence of justice and authenticity upon recovery satisfaction. So
far, the prior researches have discussed about relationship between justice and recovery
satisfaction and have discussed about what the justice dimension is that has the greatest influence
especially upon recovery satisfaction. However, if satisfaction can be influenced by cognitive

and psychological factors, the recovery satisfaction even in service recovery will be able to be
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influenced even by psychological aspect as well as cognitive aspect. Third, the aim is to
compare relative influence of recovery satisfaction and forgiveness upon a change in customer
response. The aim is to examine whether it is changed more greatly by customers’ satisfaction
with company’s recovery effort or is changed more greatly by customer forgiveness through company’s
recovery effort if the customer response after failure is changed through company’s recovery effort.

The findings are summarized as follows. First, as a result of comparing the relative influence
of justice and authenticity in an effort for service recovery upon customer forgiveness, the
authenticity in an effort for service recovery was indicated to have the greater influence upon
customer forgiveness. Also, interactive justice out of justice was indicated to have influence
upon customer forgiveness. Thus, the distributive justice and procedural justice were indicated
not to have influence upon customer forgiveness. Hence, even if justice can increase satisfaction
as mentioned in prior researches, it was indicated to be factor that is difficult to obtain
customer forgiveness. Second, as a result of comparing relative influence of justice and authenticity
in an effort for service recovery upon recovery satisfaction, the authenticity was indicated to
have greater influence upon recovery satisfaction than procedural justice and interactive justice.
Distributive justice was shown to have no significant difference. This outcome implies that the
recovery satisfaction is influenced even by authenticity as well as justice. As this implies that
satisfaction can be influenced by both cognitive factor and psychological factor, it is suggesting that
the recovery satisfaction is possible even by authenticity, not what the recovery satisfaction is
made only by justice. Third, a sense of disappointment, which was experienced given failure,
was indicated to decrease when customers forgave service failure through authenticity in company’s
effort for recovery. Psychological status like disappointment and frustration, which were experienced
from counterpart, isn't easy for being changed. However, if forgiveness is made through
understanding about situation and position of being faced by the counterpart, it can change
negative psychological status even if being a situation of conflict. Fourth, the customer forgiveness
on service failure was indicated to change customer evaluation on service quality, which was
made in a situation of service failure, into the positive direction. In a situation of service failure,
a customer comes to have negative evaluation on service quality of the failed company. However,
the customer forgiveness through a recovery effort with authenticity comes to have power of
changing this negative evaluation into positive direction. This implies that the customer forgiveness
can change even cognition, not what changes only customers’ emotion, and is suggesting that
forgiveness is not what ends in forgiveness itself, but what makes it think and evaluate in the

positive direction about the counterpart of having given damage. Fifth, the customer forgiveness
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was indicated not only to decrease customers’ negative behavior(negative word-of-mouth, switching)
according to service failure, but also to increase customers’ positive behavior(re-visit). This
implies that forgiveness ultimately has influence upon customers” emotion, cognition and even
behavior. As psychologists mentioned, the forgiveness is being shown to possibly change emotional,
cognitive and behavioral system. Sixthly, as a result of comparing relative influence of customer
forgiveness and recovery satisfaction upon a change in customers’ emotion, evaluation, and
behavior, the customer forgiveness was indicated to have greater influence upon a change in
customer’s disappointment, service quality evaluation, and behavior than recovery satisfaction.
This is suggesting that forgiveness is more important factor than recovery satisfaction in order
to change customers’ emotion, cognition, and behavior into the positive direction through an

effort for recovery after service failure in service company.

Key words: service recovery, service failure, authenticity, justice, forgiveness, recovery

satisfaction, disappointment
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