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AR EE vz AlE 2] ol
LT TS FtoR AnAEe &=
HEATAA 5T AEAR] AAE A
H sk Tad ARl Aol Har Qi
A oA o] M| A hrg e a7 3t
ufz} 7ke] w g s AE-S Sl o] FolA
=], 2 2}Alo] Yk AMH|2=F Al vE
7] &l vl-& B tirFE A B =ar defat
= oo sk AAg Au|=E AlEsHAl
Hh(De Ruyter and Wetzels 2000), < A}
o] A&k tfrt Rt} o] B2 oS F 3t
dh= 1 o]gnl, B Eo] Sojubd
A ARSIA o]t Al JuH(Eold R 2014,
03.04). o5& &HA] -HH AR 9=
ol-g&to] otojzow o] w TS ¥E
S 2 ALlo] ofEgh vEE dojufar g, o]
= 71T ofy 2} ALS] HA] SHollA 74
gk Mu| 2 v&-S EAAAT7|AL §lo] o=
gk o812 AHl= 7o) AHddsfof &
Sinh = oo =7 g,
glslglel B4, AE &

el o2 A o] )27k

o
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3t Itk (Fullerton and Punj 2004; Harris
and Reynolds 2003; Lovelock 2001), ©]#|%+
AMulz Al FgeA BFlEs 427
T sl F2AA] BAS WF=

At 7l2 A EBsla Au|A2 o] &d}

L
i o rIr

Aask=d $83% J&s = Aow 4y
Z o (Kelley, Hoffman and Davis 1993;
Smith, Bolton and Wagner 1999), A13] A+
Se Sl 7gde] Au2 5% welo] it
29 49 AxAo 7 A AT NGE
0]-8-5}H (Bitner, Booms and Tetreault 1990;
Hart, Heskett and Sasser, Jr. 1990), &7 & ¢l
TR AT Es & At FHEE B
Itkar Fskal Aek(aest, o] g 2007;
Blodgett, Hill and Tax 1997). &3]
SN A1) s o) 719de] A
& AH 2 53 el i
HsE YA gre wABHY AT
= Y 7 F7Hgte 359] 9 (recovery
paradox)&®=  &lE  1oj(Goodwin and
Ross 1992; Kelley et al. 1993; MaxhamIll and
Netemeyer 2002), 7] 2] 48] A afjo thst

5% Ago] Avh} FaAAE SRPeFL

A EFYFo] dojute wf 71g ol Hvi

o] g-griere BekuAwTh ujg Yo gl
Loz aAe At oA a5 A
2 &0l H F vk F, 719 EFLA
o thgh A gk th-&-& B3l B 1A T4
AZbe Ao 2 Aujx FAd g 1A
H7VE /NSt DRSS 73skA| 7] HA] oL
Aol A7) A AAE 5T F S Ao
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t}H(Blodgett et al, 1997). ] o] Ao} Hufate] T

MGG Fo| AHEH R A= FgH AE AABFL Jom(F2m], v2F 2003;
&7 wle- Z ¥HAE, ofdf tigh A 229, TYE 2002), M2 AH] A B
SHe] #iloly =o= 53] AgHH ok o] g3Fagl JA FTHA FEgh, FHA,
(24l 2010a, 2010b; Harris and Reynolds 2 = g #d Y 8o] Bol xFA|EFL Q)
2003). 71& EF0A A AT A ETF o] (dhAS-, oFwled 2008) AMu|2 2 gt
gsol F3(EHEl 2010b; Bitner, Booms A Fujde] 3B -Ee 293l ALA AA}
and Mohr 1994; Fullerton and Punj 2004; e AT 5 A Aotk
Lovelock 2001), 217&-83) 5] 2137 (] + A7 MAHE Yol 2 T B
FrAl, T2 2004; Fullerton and Punj 1993; o] E&FaEo] A8 glS o, Sutke w4
Rose and Neidermeyer 1999), 117 E-w3)% o] g5 FalA o2 IAENA IS
o] TP PIX= FI(EZA, ol2H, & AZAI71aL B = gk AE 2 SAEE
715 2014; o] gke], A 2012) & FE 1A S7F AR s S EekE EEske 2
EFY T oAl v 9 # 2 o] U}, & A7 AFAQ] BAL v
HollA o] Fojx] g}, vt AAEZFYF 4 2
2 22 AMH| 2= 1| Q= B S 2] A H] AR, DX W el EZFg 5o dle]
2 Exko] Yglo] EAU(Bitner et al. 1994), AMu) = Ao F33 A o5l
ElIAEE B0 R e BRI & w2 37874 A7he] Apolg EIFEZMN, A
e E3E FEE 5 7] wlelHarris H 2= A3 H Hdst tf-eAS Fsn

and Reynolds 2003) E}a172] #orle] i 31x} gt} ARF oz AuEE, Afu]2 2
EFgFol vt ATE Fast 9oE 7l o] F&EE Aol AHo R o] FEs}st
ohar & = Qi i, olof] thgt &2 A 3 22

2 A= A EFR 5ol doluk= el A Bl A2 g3, 7o BAA
-<A3%] =Zd et o] duj o] th-3 kS 7R A Algehs A=5420 o=
oGA Frksk=Alo 24 7L Aot 71E ek, AMujx Aol FFE Ao ofs
AT T B #HAA e AR FY TS Wetel W el o] A A2t Afol
AR A7 AR AP JATHEE o E A9E 1A gt A AFex= 3HA
2010b), AHZALE SAH O 2 g &2 A 2 T2 2, dab, dsdA 348 Al &

of Igt]o] Qlof HFZH A T4 Fog FREEHAL AR, B AFelM = Ayt
T7FE8E Zow A, 53] B A7 ARl Mu| 2o F22 Hate] 24E Fv 4
A EFYF ol At Ao o) F A} TS A7 e o] tf-g-olek=
O vl Faak gt} oAk v A8 SN BT FEaATA Rt
TollM = AHA; vhESe kS w| A= AfH] 23& FaAk vk



4, AE U et E2FY 52 Fask A
vl A 3 2 Fujde] S 2
A3 A z}o] BA= oo

(Gwinner, Gremler and Bitner 1998), A H] 2

Al FgeMz a7 gelA o 2RI

S T Ao A geha] nals of

2k A= A9 2 dSae] 334
o

Azt wA= gl 3 74

A

2

Bk

K
il

AR, BRA Az TAFHE 7ke] o
B 9 Azl i EaE FEge s A
=) nARgYEo] AN W T4 A
71 Edowd Ne % DAFHEE 4%
A2 5 QA A n s gk, dukEel A
H)2s o) gkl ABE die] Al
FEe Au|2 7190 thet FAA AZo] A
g FAEE FATD Fskn YA, 2
A gepas Ay Aol td AR S ol
Tl Baaae] shs Aol FaAHe
8o 03 wg 9 nAso] i3 22
ngHel GFe Foha RIS ol
3

o]
o 2010a) ool i3k &+ o] aTEC)
Wb F44 Azkol 217 @ wAZ A
nl A 27 A Q) kel g ot
] el 8T 1A

ks AAH o= dgetarat gt

& (dysfunctional behavior) % t}3h 80
o &&= dukelFA, FEA 2005
Fullerton and Punj 2004). 122852 7]
HollA AFA, AFS| A 45 Y Bk oy
o ohe 3] AUl A 249
< = 7 7 wEd, olEel gk &2
el 7199 v8-E FAATIAL olfE =
ol7] 9t AAFA|7} =il Atk(Harris and
Reynolds 2003).

AYATAN DARFVEF L Rt 5
O & o] X]=H], Fullerton and Punj(2004)
= lEnedl, TEARE 2, A,
e 502 Bitner et al, (1994)& Z&H A o| 11
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'S]i\-Eﬂﬁl”ol %17‘3 A3E A2 A, FY
d

= ‘}l Zﬂa‘a
73tk 53] Lovelock(2001) Uik o
2 ekl 5 Qe BEaA e 63
ERshistl, AlFely AR
e AESA FAY FA= =5 ¥ (thief),
Al 220 THE S AN
(rule breaker), 1132 A 231 84S 3= 5
¥ (belligerent), w7 U} o}2 147} 225
Bli= W& & (family feuders), 7| GA1A oyt 2+

H ol = 2] 2Ql &3l & 71 %)= 93 & (vandal),
719 0l7A AlFolut B 28] th7hE #2384
ok o 7 3= Al8-E2E3 (deadbeat) 22 2 U}

ATt HAHESG A WA s A F
AWF BN 2SS BEE Bl
HL7 ¢l (2010b) 2] 1ol A=

H &AW, AH2d 3] oA €]
, AEAb], Fafe, FAlE A A
TORE TSk,

e oBL

EREEE

Br oft u&
oo pok

oo
of

aAEFYFo] SRS W AR 7Y
| gk e S Al=sAl ==,

$8H O ofojzo} Sz do] 1Y
1910] S Ajul2s 2loh7} 7011412 5t
Aok Apl2gHol
5 s slow Asiae
A4 21 (outcome dimension)

q 2} (process dimension) & & 53t
o} Bitner et al, 1990; Hoffman, Kelley

and Rotalsky 1995). A} A= 719 o] A4

o r
2 o o g
= e T
WA
e
JPJL
>
=

> B odo 212 of
oft
2
JN R

el »}E}g Sl A Y

A Tuke kA =3 71-0] 8|27 A
= A 7= EAIS on|skch(Bitner et
al, 1990; Smith et al, 1999),

AMujz A Al 7|9 o] Evks
A A1717] 218t &5, S A= 355 55
B9 oy SAEE A HE &1
31 Shoh(Hart et al, 1990), o] 34 oA

N o] A 3}o] T

A3k frc teD S a}u} 2, 7]
< Ay
= =

A /\lE}(Heskett, Sasser and Hart 1990).
AMH| 2 B oA EAZE RS ol oL A
H| = 3] E-S 93 7199 =S okt 74
OS2 vE F UARE by o2 FAE Q1A
shaL ARsh= 9l (apology), wEAIS 25
T+ P (assistance), F-A| ol gl E2Z H
A 7] Aoz 4
2]& <= Thk(Bitner et al, 1990; Wong 2004),
HYATES olefe APz Bl §
Foll e aE qrEshr] 2l ol JiE
o g2 A3 (Smith et al, 1999; Wong
2004) B2 ol =L a7 @A
2 ggdste] SAska Qloh(Hhazl 2007; 24

vl 2009; Gregorie, Tripp and Legoux 2009;

’dcompensation) &
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Levesque and McDougall 2000). Smith et

al. (1999)¢] AF-ellX = B, ke 93, Al
Fod 3B = sEAel 3B =go] 834
whet 37) 3o T4 Aztel o wfol7} 3]
=AE gelsldrt. E Wong(2004)& AH| 2
s B AkS Aol WO R ko] IAE e
Brbol e AT AolB B TR AP
£ sk, 2 AAATES FE
o FF BFe) ke 57| BT LPro]
o5l v 2M%} whe-g ek Qe
Levesque and McDougall(2000)2 AR, 2|4
W) 37 fEL FHOR M ke £F
ApRoll X A3} BAFo] B S AA HE=
7P w2 57 gl ol2s uFd 799
S A EgT B 241E(2009) 2] Aol
}\1_,_ gi TFS _,_r,H 2, v]__jxq r,H © 7(4:7-;(4
el AV RO iro] TR
o174 82 AR Aafol] thel A 3] &5
£ A9 A e A, 234 e AHl
7b Aozt d)lel disl A Al RS AlF
BFAEE AA|Z ol BAL SHA] k= A, H=F
o2 a4 3 2ol Asfdlel et
v} tRo] AAA W, B2 o] 43
A9l Wg 7 G o= AHgsint,
B ATME Akl g Aed wie
27 ﬂ]%&i Apt ofell ZAAA BT
35t 34 tjgo2 Adstatel o

2 WA Aelow fasksiad gt

HF

¢

rr

o
RUBBO)

o
=

_|>4

<4y ofl

A7te 344

w2 dshe] BEIbge Az wﬂoﬂ
LA Al TR} 2

¢

A 7]7] 913 SeS Eehe AT, A
AT EL o3} &I QoA T3
T2 1Mo A= AN S A
3t Qltk(Blodgett et al, 1997; Maxham II1

ol (B & o

and Netemeyer 2002; Tax, Brown and
Chandrashekaran 1998), 33L& Al3] & W
o] E(social exchange theory)ol| A3 7
Ho g At o] T A=l el YT =
7 7 Bl ) 3ot Wl ashs A oA s
G wgho] Anht IR EA ol el =7]= A
£ deth(Adams 1963). AlH|2 A & 35
s waE B9 mos wijay
21874 (procedural
justice), 42 A5 A (interactional justice)
o7 FESI=d(Blodgett et al, 1997), o=
A 8] ] B vhga 2

AR, BlEAES ALFY i) 2pAd

H&o] B 2T Tide s nge

A(distributive justice),

=

olgta: gt} &, o] vk xu| o] A

FH(benefi)7} o] gk 28 ZAIHcoshE

dolMeA] E Muz golehs SR

7140l FEHY M| 5 Zut
3

Ao g el B 3t

[rt

]
k(o]

il

A, FE 2] 2004). A o2& UE B2 A
PATEL T2 T K vldl] Bl
ITAAe] &g o] avk= AL TS 3

tH(a=3}k, o)A 2007; Maxham 1T and
Netemeyer 2002; Smith et al. 1999).

S, AATAAE JNaHE SR
A8 7)E e Aae) 444e deht

o8 ABshE 2] A o

Aoz A
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Agstel et wAel Azkg e
(Blodgett et al., 1997). Th=2] 218 Ao 4]
AFYHo] VE e 3B fFolB F
49l ofake nlAE Ao et 9l
(Smith et al, 1999; Tax et al, 1998; Weiss,
Suckow and Cropanzano 1999), Ax}&4 A
< 2l 2 s 3R dFoR
ZevAbe]] JEE WA= ATt B ZoR
yeh}ar e} (Chebat and Slusarczyk 2003;
McCollough 2000; Ruyter and Wetzels 2000).
BRk ol AR MY AFES FakEgd
o] Folgt FFHE ASIA Xt (HE
&, i 2005 AEY, oldw 20105
Blodgett et al. 1997; Maxham III and
Netemeyer 2002), ©]&= AH]2 Avf] & A2}
2l AL T A A A ofo}
s @ao]7] wiZel o] Aol A piEo s
olojx]7] ojHu= omlz SHE F ot
(Chebat and Slusarczyk 2003),

AR, S AAE7 e AH) = 3] EIA o
A A Ee] 719 FHLHS dedA &
oA dmpt QIFAH o2 FASHA & W
k7t st A= E wetth(Blodgett et al,
1997). AR QTN BedATEEL F=
EAE A5 sty sk F9HE

Bz, oldfl, T, kg Ax, oy

2o

11]

Zoa ZA% 1 QUrh(Tax et al, 1998), 4l
AT s BATAAR Y e es A
McCollough(2000)9] AF-ol|A= Av] =

o) 5 BB oA TR0l FriThe

W g o

FEAATAo] ES AG Wl mX|=
dgkelo] ZolErta dlo] AEAATHA
848 T3

I, 71443

L B EL b F L
3R A%

Au) 2= Aol 3] &l the Y be g

o] ololx= Fek Yo AT AL Ao

Berscheid 1978). o]uf 282 w3le &

U Alstel g BAA A3, A4 mae
A9l £3, FA% 2o H2A w4154
A FAgo] =7] wjiZoll(Bagozzi 1975),
TFol2d 2A% Ak g 84 &4

AA Agom, g 8L A 2

¢

o,

2 BAstE Aol o & vES olF

hH(Smith et al, 1999). weha] 17

AR E A3 wls AAH 2] F
H

[» %0 o rlo
o

A&

44 AZhell o & S v 5 3, A

2 g Ae g Ahe u= Aol 22 4lE

A BAgo]l 3N Aztel ¥ 2A 28

AtH(Smith et al, 1999).

olgfgh JidE Alu|2 Asl| A3Felx o] €
e



< Zlojgte gk Ao dete] & s A7 =olE Aot
s A dnt 3EI Y2EG A 7Vd1-2: Mu| = A2 Qs a4 ETF
o] M| A& HHE Smith et al.(1999)9] so] LT Gl =7 o3
AT-ollM = Mul 2 A s ol A Abt w2 254 Ue 7 B o] e

BErae ot 242 Bato] Bl g A o 3 Azl A Zol7t & Aoltt

Z 544 2HE 7RIgaL &t E ol%
T, HLRNI2001)S A&H AMn| o] Ao g, 12 A o] wAE sdst=dl 3l
Fol A Asizh S B Eel e B o} X gk Bl ollAwho] ofye} FEgk ALt
gol AFdolg ARG o a&2Ql B o 9 AAAR RS & A A A
Wrolkar AAjskint. weEbA] Aujs dxr A wjeEdgiviar A7keky] gk (McCollough
Al Al Abel 2 A=A S-S ¥ A 2000). ukstH AJH| 2 3| E TG ol A A K gt
= B 3RS v 9l Aske whd, BAA BAAE AAse A wvlde A=
ARRol BB o] dloluyt FE e g8 T3 FHQl Aol Y ET] wiol o] F-E o g
T wdF 2ol 23 A=A es 7HAVE H ol ‘”E}Ur 7de] 1AL ol o] vk=A
&A= Bl s Aol A wekd A FFIEAE SHsE FedATHE0 2
o2 pekd o %171 Hﬂfolr/} AR ATEE EulE
g, Ao b dle] He Auls BN FsaAegd o] dEAeads
QA5 Ao A= AR A o] wgEr) AABFL  JEH(Blodgett et al. 1997
HHTOJ] olof thgh 3] &2 Atahe} 22 4le] 4 Goodwin and Ross 1992; Tax et al, 1998), o
Hol o] 8% J&¢ES & & Jrk(Bagozzi 2 Eo] Y3 PEo A BAY FAA
1975). whebA] At Slo] 44 RS 23 BHE AR, FAHQ] B dEelA
& A5 &S stlehe B 334 2ol Mdeta FEF HEE HY ¢ &
= =ole AL olglE AR AdEn. 53 433 vES A7) wole 2A39E 7Het
AAAQ AEld £d(oss) S HolME o I AAEL Qiok, wEkA] AR Ae§-3 7
oo AeA e FAA BAAS wE A BAglo] Al B olx] T At
a8 el wgsks F4d AZolv vk wh AAE M En 8% B Y
TR ol Alo] ofye} o= AFwe L] AL TE FAl FRbEE Gl o 2
FAE 7HAIA EH(Smith et al. 1999) Wb AYAE doAN FEaATES =7 A
U 22 7S ARE v e oz 52 g vk wEbd v
TS 2A8E 5 v
7Pa1-1: Mu| = A3l s Qls) uAEEd

ol WA FelM A tE 721 Au|E A E ls) A EFSY
o] 252l xR B 1A £ Fo] WAZH ol H=4< g
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#of o2 chSeto] S x|z olxle &5t | 9

7142-2: An

el 25 B AFES AnnED g
& AN nche wFels Aulzeh 2
& Tpg Asgaroln A v
A Folxltha AASFL QYtHSmith et al.
1999). 53] A3 sfiel= Def I Al ol A
L she] Hzbgel 294 Aol Ee e
Qe HAE Aoz e Yol
2004), AN A BHHE ¥l 3%
3 ARk o) T ofelg & UeE AN
3 o (Hoffman et al, 1995; Levesque and
McDougall 2000). whgha] A 8|2 7 of|A 11
As Fdishs 2] AeQl F a7t 3
AA 28] AR Mu|s 35 I oA

o e 344 A4 AL S AeE oS

o

N
!
)
o

T 4 glek. ol Al 34 Aol
a3 g o 454 8 oA AE
WAZHA A AR ¥ & YeAeE
vl BB el eE 27 Eol7)
ojgrhe 22 ojn % % glck

7Pd2-3 254 died A54 dig 1k e
o] A5 AAFTAA A7z}t 2fol= A
v 2 Y A gf ol A 1o} Au) s As)
Ag) A3 A o 24 JERE Ao
o},

2, BAE o2

BAE o2 (brand attachment)2 E3& H
N ofo] &2 Q] F5 2802 Q3| et
= At AMH S A4S wekvh
(Chaudhuri and Holbrook 2001, Thomson et
al. 2005). G ATIAE BAHE of2hg o}
e} Mdom Fste] HAlls EE FFE
o] AHo|| 7|Z8= 1A H (cognitive) &4,
54 2= thgt of A Edg =4S
BFE 73 2 (affective) 84, 18|31 v] o
T 54 BIEE X&EHoR ARGE oA 7}
AE o=H(conative) 2402 FATYCH
(Oliver 1993). oJ 22 Fournier(1998)7} 4xH]
A-BlE AAo AA FA7NE o SRR A
Al o] AH|R} dPgEokol|A] AHatel B
kol AAF ol Bl FHEE A
= 8% HEE ARHIL AT,

T, Zvel 2005; Thomson et al, 2005).
£-3] Thomson et al, (2005)2 o ZH-&- of A, &
Al, dAe] Al 78 g%l AR Bkar, 5
zkE| o] A& ATE T3 BdE By B

o %
ot m

]_

o
I Ao

I

m
o

S S EETL R R

o gl
Ag nolFoeH Aol THA IS

EX vA;= o 8t o e uAT 71y 7H
o s AAE Ao 2N EH 43 =
71de] a2 s Fge e Jgee
318 & e, AT 71¢] He] BAE

:l

9
rlr
>
i)
[
>
H
X,

fo ot
o,
e

dr oox o
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F50 24S o] 24 wqtha Agsta 9)
t}(Aaker, Fournier and Brasel 2004; Grgoire
and Fisher 2008; Grgoire et al. 2009).
Grgoire et al (2009)9] AT-ox+= #AEFZ
o] T& mATo| e A S u]s] An| 2
A1) Fsyol A Alzbe] Aol whek mRe] &

T+ =A A4Sk 3lge] &= wkg] =7}
%

[
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A A 518 AEE) 18 ] 23
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Sl dsl 71510 A 2 AR o}
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Au| o] Al FEellA datE $44, s
WA 344, AH 3HHeE 74 35
Aol EETFE 2L Eo AL AlFE
AX Foje] o A JFFS vA= As B
& A Al anE AFE ). Sl
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A zko] vt s 71 gl ek FAHER o]0

A % QEAlE oW B Aokl mel b 1. 2@y

Ao g o &HH(Chebat and Slusarczyk

2005; Teo and Lim 2001), B33} o] at 2 el 2l Aul 2 qls s
A3 3o BAH BAL 8 Ao AulA EFFo] HAg e delx] BEstr]
o] HulZAANE = 2= A5k BekuAo] HA S BNk ofyz AP A 1ejH o
g de olgel wae eale] el F FHIHI CIFy] mheelEal 2009
BAA] o)L Ao] 2 % 97| wjEo(ul Wirtz and Mattila 2004), £ Aol = A1)
Aol 2010b) Bl BANS Ao 2y = A FFIF o3t g 9 @A A
of SN olelg Row wetEn, ay B A A de A A
U e oist Aelgls BT uleel] o5l 2] R A ol ik A e FAlet
s ERAEgde Bus 2z oo EHE S A A9 Aolz s =
T A7 B e 2ATE 2Adel oake  AHE L F Avke Aol ArHWirtz and
3 Ao & o ZHr}, Chebat and Slusarczyk ~ Mattila 2004). Aue].e kel glojaf= 413

(2005)94_ Teo and Lim(ZOOl)-‘?] ?j:,loﬂ}ﬂ}]’: ?‘f‘__ ?_:]"_TL(@—IL% OH 2010)9’]' oall?‘ }1\_1'1?:7]/\]'(13}103]76]}1]
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H(FPLe] B1E)e 27k A2 Ed

7151 AE ] mARTE uha Astoa] AL, Aol Bevid 254 S B
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71d5-2: AE ] BT E B 413} ol|A] E(face validity)E& #HZ317] 98 w4 14,
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ZA%o| Ho] oske wa Aolrt. ok ATt HdE e dExiE A
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2010; Blodgett et al. 1997; Maxham III and
Netemeyer 2002), ©]2]gF SHojA] AXH A4
5 o) WABHAE AP A2t

JtH(McCollough, Berry and Yadav 2000),
e B Aol F4HE 2 Ao
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ATHRE(A) 1 1511 1327
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o iESESIS (@) 1 090 079
g% )’ A*B 1 49353 43.347%%* 285
A*C 1 1.044 917
B*C 1 485 426
A*B*C 1 5772 5.069*
A S S(A) 1 22280 17.209%**
e Az (B) 1 78.929 60.965***
- OH&EITHH(C) 1 6599 509
ASEA " o
iy A*B 1 12.837 9.915 229
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B*C 1 850 656
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(E 3) MHIA AR 84+ZE T ¥ ZFY x[zto| EAREMZATN=315)
s5a N 235 08 T B "
ZAnAly 3.31(C) 5.18(A)
2 (n=80) (n=80) 41 507%%*
384 T 4.01(B) 4.23(B) '
(n=76) (n=79)
] - 3.87(C) 5.34(A)
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7} FAHSRE Foldt Ao eyt B TN = HA7(M=3.65)2 FT8(M=4.63)
AN o2t Hok HE2 Afu| = A3 oS Atolof] f-olgh xfol & Hof 7 4-12 AR5
T e FZA ALY Aol AlFA L ATt = AFAS A, A= A A
2 AnE7] S dduiA ErREA oA ofzto] vt k2 A=Al 33}
Duncan®| tFH| 245 APSATH(E =220 g Zhell Eul3g 4 ‘31 B3 BA
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Sk Aol ez ol AAGlo] AT Ak 7k 2po] & ARH o2 A H 7] $13)

=y kel
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SN BAAE 57 A4 Aoz e
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7kl FFol7h gl JER M 32
712 e,

7o &

A==

Z(contrast) 45 A3 Ay BEujFAA
A2kl Feks(M=4.23)¢} Hek6(M=4.09) 7t
zpo] 7 YERFA] @3k 2 ™ (t=.560, p).05), &
SHAETEE A= FHEs5(M=3.87)¢}
A6(M=4.11) 7} Zo|7} EAA o2 G235}
A eFok(t=-.929, p).05) 7Hd 4-2 HA] A|A] =]
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(B 4) MHIA ATHRYE, H3+F, of2EH H - X|Ze| 2AEA ZAKN=315)
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Study on the Influence of Service Failure Recovering
Responses on the Justice Perception of Indifferent

Customers of Fashion Store

Minah An*, Mi—ah Lee™, Ho Jung Choo™*

ABSTRACT

This study was designed to understand the influences of fashion retailers’ responses to
service failure situations on the justice perception of customers who were present in the store.
Justice perception was hypothesized to affect brand trust and loyalty, To this end, some
detailed goals were drawn: first, by exploring the differences in perception of justice in
accordance with the types of service failures (which play a role in the reasoning behind bad
customer behavior) and seller responses, this study aimed to seek appropriate
countermeasures for each service failure type; second, this study sought to determine whether
other customers’ sense of justice (affected by a service failure type triggering bad behavior in a
customer and a seller’s response) was swayed by their attachment to the brand of store; and
third, by identifying i) the correlations between justice perception and customer loyalty and ii)
the intervening effects of trust, this study tried to examine whether customer trust or loyalty
could be improved through enhanced recognition of justice in instances of poor customer
behavior,

Different scenarios were developed in order to carry out subject experiments in terms of
service failure types and seller responses for the study. Based on the results of the
experiments, service failures creating bad customer behavior were divided into two types:
‘service outcome failure (problems with a product)’ and ‘service process failure (unkindness or
rudeness on the part of the employee),” and each failure was further derived into a ‘passive

response (apology) or ‘active response (apology + monetary compensation) which meant that
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a total of four scenarios were described to understand service failures and seller responses. A
‘between-subject’ method was utilized in line with failure types and responses to perform the
experiments with a total of 320 participants (with 80 people allocated to each group). With the
exclusion of unreliable results, data from 315 people were analyzed.

To explain i) other customers’ perception influenced by service failure type (bringing about
unruly behavior in a shop) and seller responses and ii) the moderating effects of customers’
attachment to the brand, three independent variables (2X2X2 including service failure type,
response level, and brand attachment) and the dependent variables of distributive and
interactional justices were input to conduct a MANOVA,

Service failure types, response levels, and brand attachment were analyzed to compare each
average value of fairness, with the results confirming the significant statistical effectiveness of
ternary relationships. Accordingly, a ‘one-way ANOVA’ and ‘multiple comparison analysis’
(supported by Duncan) were undertaken to conduct in-depth research on how perception of
justice differs in accordance with the type of service failure and response levels for each brand
attachment group, resulting in (Table 1),

With the results of Duncan’s multiple comparison analyses, cohorts showing significant
differences at the level of p{ .05 were marked with different characters, with the order of
characters following the sequence of scores,

Meanwhile, to verify the mediating effects of trust, which manipulate the impact of fairness
perception driven by seller responses (in the case of bad customer behavior occurring in a

fashion shop) on customer loyalty, Baron and Kenny's (1986) four stepwise method to verify

{Table 1) Univariate Test Results:
The Effects of Service Failure, Recovery, and Attachment (N=315)

Service Low Attachment Group High Attachment Group
D.V. . .
Failure Passive Aggressive Passive Aggressive
Outcome 3.17(E) 5.20(A) 3.52(DE) 5.15(A)
Distri—butive (G1=48) (G2=52) (G3=32) (G4=28) e
Justice Process 4.23(BC) 4,09(BC) 3.80(CD) 4.37(B) :
(G5=39) (G6=39) (G7=37) (G8=40)
3.79(C) 5.38(A) 3.99(C) 5.26(A)
Outcome
Inter—active (G1=48) (G2=52) (G3=32) (G4=28) S~
Justice Process 3.87(C) 41(C) 3.65(C) 4.63(B) '
(G5=39) (G6=39) (G7=37) (G8=40)

**p 001
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mediating effects was utilized, and categorizes the analysis results,

The study conclusions can be summarized as follows:

First, in situations where service outcome failures created an unruly customer, active
responses improved other customers’ perceptions of distributive justice more effectively than
passive responses, but distributive justice in the case of a service process failure was no
different for active and passive responses.

Second, as for the perception of interactional justice, active responses showed higher
average values than passive responses in cases of both service outcome and service process
failures, proving that customers could interpret a seller’s thoughtfulness and sincerity more
easily when monetary compensation was provided. In all failure types, a customer’s perception
of interactional justice improved when a seller made active responses, but such improvements
were lower in situations of service process failure than in cases of service outcome failure,
leading us to the conclusion that process failure was more difficult to recover from than
outcome failure,

Third, the moderating effects of brand attachment were analyzed, which could be interpreted
to show that, in cases of service outcome failure, active responses showed higher perceptions
of distributive justice and interactional justice than passive responses, regardless of attachment
groups, but no difference was observed between a high-attachment group and low-attachment
group in terms of active response-led perceptions for distributive and interactional justice. On
the contrary, high-attachment groups in the case of service process failure revealed higher
perceptions of distributive and interactional justice in active-response conditions than in
situations with passive responses. However, regarding low-attachment groups, there was no
difference between two types of response for both distributive and interactional justice.

Fourth, the mediating effects of trust were verified in the relationship between justice
perception and loyalty, concluding that distributive justice influenced brand loyalty in an
indirect path through trust, while interactional justice had a direct impact on brand loyalty and
an indirect effect through trust. It is, therefore, safe to say that after service recovery,
interactional justice could exert a more critical influence on trust and loyalty than distributive
justice,

This study emphasizes some theoretical implications to consider. First, the concept of service
failure was extended to include the occurrence of bad customer behavior, In addition, the
perspectives of other customers in the same shop at the time of such behavior were introduced

to complement and expand on existing studies focusing on service recovery. Second, justice
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perception was divided to encompass both distributive and interactional justice, and various
methods for service recovery affecting such justice types were explored. Furthermore, the
relative power of justice influencing the variables of relationship quality (such as customer
satisfaction, trust, and loyalty) was investigated to deal with the antecedent and outcome
variables of justice perception. Third, the mediating effects of brand attachment modulating the
impact of failure type-dependent responses on justice perception were disclosed, contributing
to the theorization of service recovery-related studies,

Moreover, this study also has some practical implications that can be further analyzed. To
begin, it examined whether the perceptions of distributive justice and interactional justice
differed with each response under situations where service outcome and process failures
occurred, for the purpose of providing strategic measures to effectively recover from instances
of failed service in accordance with each situation. Additionally, this study proved that brand
attachment had mediating effects in that the attachment improved the perception of
interactional justice through seller responses in the presence of process failures, suggesting that
proper management of customer relationships was required to promote brand attachment, This

study also touched upon its own limitations and suggested directions for future study.

keyword: bad customer behavior, service outcome failure, service process failure, service

recovery, distributive justice, interactional justice, brand attachment, brand trust



