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CHAlO| TIZHES Z0iglo| XIAIS otn QIST?:
Mu|AdTle|= A=A AMH|lA SEH9 Hekt
Mi|A ZIEMO| 7SRO Zret o

o OF

o =
AH|2 Aofe ofudt 7] Jef 2 = fle FROR AH|A Rl #Al E T e Auls A g
A Adeke et #EA = s gt B dAplAe Ellis ABCO]?—TJr Q% ]U

g4l 2
G2 uEO R st AR AATE 8 oAl AfH) A P 4
49 1S Aon AR A & 47 HEE A2 Ala A4S 39 £ 429 39
Qe o 3 ZEE giAeR 20t ~50t oA Y] SHAE AFstn nAEe] AUE EUE AR}

XS 5 A, Aul2e A ggelx] AH] 2~

£ Fe/%: A%, 4,
= S golH izl gtk B, A
A oA A2~ 2 Ao] A g9 37HA] frEdM A E 3 d nX e JIHAE HYstuAt
Skt shso2 ANl s 2440l s FRAT HAA 2Ae) §3E Aoldn HeFE NS do}
Bz} sgict,

AZA AR A, AU TRAGRRY, B4, 25RE)S AN AN 2999 9T
73 Shsel 1= A4, "1‘ﬂi AH8E 544 e TA, 74, Ao 340 FI
AZF delgdet, viAEtez Aula 7 3 A Fuled T WA S dlashed &
WAEHE 7R3, 954 2 alioAe Tl #AE 99 &
A %A S dlashed gl vl BAVE Yet Fo1e=
AP el @Ale) tiEiE Eolstual stk

o}‘_,
O_u
r1o
e
R
K
ol
oX
o
n}i [ r:i it

glglon AsTAAGNE EA
2 7437} sk Agued 4

Aol Al An) 2% Aelzs FAA RN, A4, 35A8), vz 094, 294 24AA, Bllis
ABColE, 9723
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© F
o fr 2 yo

o, SHAIRE Aatal AH)7E FAlO] dofut
S .Tll,J A 2A 2]
A 27t AFE s oA FF
AA3H ®H(Berry and Parasuraman
1991: Dong, Evans and Zou 2008).
A}u]/\/gﬂ]: a}alxla}x] oro 7:164 oz 9] g}oq
a7 BUEE 01:7] st 7|l Al B4 Aoz
}ﬂu] /\/\UH Qizﬂoi

JZi

}olv Ry
RN

oo [

[>

_>.:

AB 2A| F A S AH| 22 T o] A AFghel|A] o
‘%174] Aol strf A4S AMuj A~ A A o] %
o owA As) FEL 9F Pol=S wAE Aol
A 9% F83HKim 2010). AH] 28] E5E A
H 2 Algake] A 2 &olA w89 Jrof w
gt 14 A 9 AE| = FA, 3 SR 93
nA F8g 890w 7199 At AxA o
&S n Xt (Heskett et al., 1990; Hoffman et
al., 1995).

A7 BE TdAA AR 2A 35
=S AAEISTE Bell(1994)+ A4 2
TARE 23] 719 olnAlE g A
1317} 2 & Aok AItet 2 A (apology),
% (acknowledgement), 44 H7

0,

q

*
-

2k
hl

<o 9%
B

N

ﬂjz
>ﬁﬂ1

vrlrrzirﬁ

ro

F(symbolic

atonement) 49 (explanation), E/(compensation),

3] (discount,), 7875 (correction), W¥Hreplacement),
%(refund) SAF (free), FE(coupon), &
4 (response speed), A (assitance) 5 A
H] 2 Al g ake] A~ Al 35S 9lek A eas
2 A4 A THBell and Zemake 1987: Bitner
1990: Bitner, Booms, and Tetreault 1990:
Hoffman, Kelly, and Rotalsky 1995, Levesque
and McDougall 2000, Smith and Bolton 1998).
3 B2 AFAES MM 23 ES g B

2wy opje w49l A28 2RAS FAE
:—gj 3

&

oL,

QoA ZHes B w AgAAct e

(Psychological contract theory)ol wets 17
& Aol A=k Hgol thgh Mu| A7 A
o 3] nASe] QA st Y= Hustw IA A
S A717] A% Mu| 2 A FAE o =A A
= ﬁluﬁﬂ'{— A W AAE wheo] d

g 95E 7 @t (Rousseau, 2004;
Chris and John 2012). Z&{v} 17jo] &3}
O AZE & A, A& o] &9 BV AR
2 YehA doh &98(2003) & ARl 2242
Al 28] A 212 SR A2 GEelA
A FHAY HEFL a5 AH| A e 7
g, A ARE F 7] il IS HrE
T Atk FAST oA E B APdFelM e
AMu|2dd) Sl wedd i nAe] HrE
o] Z(equity theory) & EtlZ 17| Qx4 Hct
o] ApgellM o] Fold & ASa gkoh(Blodgett, Hill,
and Tax 1997; Goodwin and Ross 1992; Kelley,

44

o g
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Hoffman and Davis 1993).
Holo] 2 (attribution theory)ol| wW=m Algt
< ditg o= o] AHE ot Yl Bro
EgA "H(Weiner 1985). thA] @A, 1
2 AMulA Adfo] st z2hile dEe] UAE
Aot IA4 B S 7R 2L o] & Fahe] Prxé;ﬁ-
A9l Alg AHE 7Y (Meyer and Mulherin
1980). 179] /\W]/\ Aol A B FHA 7+

& Az e 3o s dog)u 47149 By

VIR FAY 938 1A 4 9, e
Az 5% eeo) e 3714 vgE Baen
(/“?'i“q e 2010). }JELO]]—‘C—

At D9 ¥RAY HIES 494 §2 w
Bata glemn, o2 Ao 7 Aux
Aol A gato] Al AAPES ATstA} A

=¥ oA 9tk (Daniel f. Petzer, Christine F.
De Meyer, Sander Svari and Goran Svensson
2012 Sander Suvri, Terge Slatten, Goran
Suensson and Bo Edvardsson 2011).

2 Ao Ao ze dAA7A Au| e 3
Aol o] tF-E Mulx 3443 Aulx 1%
e A gk HuAase] AxHNeY o] F
7 NEE o)A, AR TR 1 5
o] AolE gotHuA & A & F vt A
Ellis ABC ¢IARY o] Zel mta2wd <1A-gA-3
& Y Azl 3 dojur dalg Qe

AN o] BEg oA vHtETtd whet 4|
7} 7hFsstthe Zlolth. whebr A~ Ad) g

ol Aulz FF2 FAA 244 Abele] Az
ol Aulz g9 v a3E ASetast g
aeln 71 FHEAME FEA el i T
Q1 el BT B AFelx e Fgd we

Mo
1)
X
=
e
i
i
tok
e
o

O
e
e
-
>

C
2
=

gAozE A4, Az 044 N EnE 59
Aul 2z A Bl oA A 3 Fa4y
ek 8 EA, Aul 2 294 (RlA/ R
A 283 Au| A AR A vH = AU

WAE Yolung 9ok, sRoz ¥48 3
A el ael tiek A Ao oedES Algtela

A gt

IR

l

(

¢

Il. 0I2H HiA

A 2~ 318 Ao A9 Ellis(1991) 7} 7H kgt
Ellis ABC o] &¢] 2 QAR S njgfoz &
T A 2~ 2R3 A2~ A 283 7
W el #AE AFstaA g, AE|s 3
& Huang(2011)<] Aol AA@ Al 744 24
ol BujA FAA HAxA A, AoEg FAHA
HaE Fate] AP glom, Aujx 2134
& A48 (2014) 9] £8S EUE AFE A8
ot EAAQ 7L Svaeri 9(2011)¢ Petzer
©](2012)¢) &olA AAHAE WA (internal
self), #54 (external), &4 (situational) 2
Zte] aglo 2 REle] A4 PSS v o R A
H| 2~ Aoj o] Ao A nAES AH| 2 38 F
A A Atolell Ao Mu| 2 AA AL il S §9
o] BAA AL A7 o7 AH| A 3] Eo| o

ox, ox
ox, l‘.&

i

O:

o

2

oZi
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AAe Azsnn

ok

o,

i

2.1 Ellis ABC 0|2(2IX]=%)

QA= (Cognitive model)& 272 (connectionism)
Al Aoz WE F4F ] (parallel distributed
processing: PDPH s 2R o] B 2%
o] thFetAl P H (M E) o] AH HHA 2
AAZF Zzddd A (F4H) & E3h(McClelland
and Rumelhart, 1986¢). =,

g vN =S AR sk

Hohe A sdste B
= xga]xq IR

REEER S
A 4% 1 A
EEDEREE N
Se e 4R Bk A5

Aow yehte 472& 254 Abil(automatical
thought)®] Z&d| s Uetn 254 Atae At

Albert Ellis®] ABC O] < Q1ZFe] HAM AR
Mader dAshks AR A4 - d54 2t
i3k Yolo] ol Al tdk Ald o 2] A A
A Wkl delo] B Aol7] W] AdE 77
ek w0 @M9] =9 Faje] KA A nhge
A7t 7VsatA gtk v o] FEg ABCo| &
e Fel8-4 414 A= (RET: Rational-Emotive
Therapy)2a 2t} (Ellis, 1955). ABCo|&<
vl o 2 RETE AH|2akdel A 83 Bapd AfH]
2 A E TR AR (A8t Akd) o] 784
Q1 g olnt gl thah AFte] thgh Alojehr] B
o AdE Au2S AT Bt e Ad ez 9
HAA 7 oleb= A vkeE9o olo] Hrl=
Zoltt. og 2& FAA e AFA Hlo] 1
£ Ayl Ao g 4AdE 01‘%174] HHL =7}
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2.2 MelA S8

T /dol @ FiQlo] olm et A A7 93 S| A
ek 23t g ertel tigh AAA AeE w3k
ThHAdams, 1965). ol¢} 2& 34782 AH| 29
AL 2Hl ] FAE S0 E AE| A A oA
IAEE AH| 2 et 3 AAE TN
TS G 5 9\15}(%‘{§] 2003). 1749

X}E—ra \..E\:\ci A
& Az A E A zj‘ S A 71 9] AfH| 23]
ES ket deh(Wirtz and Mattila, 2004).
wpehd Mu 2 HA el nAd Al T AE| A FHA
o] g 7] W] F83 Fiolgtn & ¢

ATk AH| 25 Al Fehe ol A o] o] #]ztst
© 3R Bl

Fl

oZi

A (distributive justice),

A28 (procedural justice), F=2-&344
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A7 MeAdTfElS SR ME|A SEYO YT MB|A TYYQ o= o] 2t o

(interactional justice) 22 FEH T} (Blodgett,

Hill and Tax, 1997).
T & AR msto] &

ot 34

< vl

Hpgro & 7jQlo] A
A dee] 2aEe] tigk A AEE
o2x ¥4 Hrke T8 4
oAt (Adams, 1963). &, 17o] AH]|
7] Sl AlEet H]*‘-‘“(cost)oﬂ tfH) sk

SEXIR

o N

i

o

> P

]
v
=

et =1 Zﬂ

of ta, mol o}-J

AH] 2~ %(amount of service)ol $ Zs|
gt Mu| S A F ekeA o tig —17144 pApaxy
k(o] A1, T4, 2004). mEkA 719de] AH]
2 ARE P& AF A B Fud 34
3ol gt =2 H71E 7FItH(Goodwin and Ross,
1992 Blodgett, Hill, and Tax, 1997 Tax,
Brown, and Chandrashekaran, 1998).

AAFAALE M| AHES AT 0 A
H| 2 710494 Az, A 8 7S 2 9 det
of A5 Azshe FHFOR Ao &
fr8/de] g tH(Lind and Tyler, 1998; Smith,
Bolton, and Wagner, 1999: Thibaut and Walker,
1975). AH|x~ ASfE 3 EHF S A3 wgo=
qu]-g}- Z4ZH-F{—Z4J,]_ Odﬂ-ﬂﬂ OEU{_}-/KJ ?g]i]—}\é’ _E,.
A e 3 AR VeE =g W A4S
A FHE& A7 (Leventhal, 1980). &
3 AH A AEL bz AAY B9 2Adsls
23 e AR I 249 Q1YY F8 AR
84 ¥ sho|th(Blodgett et al. , 1997; Tax et
al., 1998).

ST AR 2 Afjs] e HA A
= EolA AE| 2 AlFAER 3 Q1A
Lo A AHAEA 1A E0] A
Aot (Maxham and Netemeyer, 2002).
o AH| 2 AL Abol 9 Q1A Ao Ag &
He A SHAA Y Aulxs TP

o}-Jr
1.,

rl

o

O
S

}

N o
riiﬂ ok
il = L oxt

i
2
ox

Bye) B4, AFF AU, 34T, =2 5 A
vz AgAY BEs 2 QA Swd iy

Moag, 1986 Smith, Bolton, and Wagner, 1999).
Aelaiard . Buja ZRAe Aqu) s Al2Ae] 2

A9 el el Qo 3P wahn A 2

B MHlz AlE A THEE vl

T3 Feate AL Auis AeAte aA ke
%ﬁ]oﬂ IH—@' %@@'3& 'E‘HH?Q %’-7&/\334_ ;‘%-]_;_ﬂ 2
A v} elA ol 744 A 0] ZHo| E3tH T}

2.3 Md|A TI™AM(Service Authenticity)

Agge me
Ag gl oot Az urke

Al
249 G N2 e ol mA ot

gzo] obd W e s} PFol

wollA e ol & 4 AR 3R, 2013
Gilmore and Pine, 2007). Sirianni et al.
(2013)2 & Mu| 2 7]go)A m* Fask <l

Age »iiﬁﬂ Hul 2 AgAke) 154 22 Y
i3

o}
H] g} »\C};sz‘gg FEAolge 54w 1A
AMu 2 A AL 7He] IAAA o Sl 2l
oA HZo] HA| =ojof & Ao
Ao S| Bl A5 Muls AR AE| 2 AlF
A7t BANEAE 9% w02 Fo@ andtn &
T .

Lazarus® Folkman(1984)¢] QIA-gA =3
(cognitive-emotive model)ol] &Jghd Au]~ 3
B wgo] ag AFdA FRETGE Fd A

Aol W] Hlojo} atka st %, 24 A

&
= d
T
>
=
[>
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P12 AZA ATALL ) 325 o

7, 2013). nAEL A ]* Zﬂ*OH ‘°1 AR 3]
T4 3% (sympathetic vibration) & ©F7|3H4]
x = |90 E o7)A k(R3] 2014).
T3k B2 At e EEdA s didBAel glof
M= o] A Aol tigk A2k 7hsst]ol A
A3 2 g A Aol gk Ql4jo] 7hsatrtrba
ASHAHEkman, 1992; Ekman, Davidson, and
Friesen, 1990; Ekman and Friesen, 1982).

Kohlberg(1976)& ZA57dgl e diIAAE
e % gl £08 84E I g o
A7 ko] ol 5% wele] 1443 ol 5
el g4 gAMoL FASAT. o= Ellis
ABCOI BN E Uehtsel Al Adjehe 43
A7} b A2 A3 ¥%o] 20l
Ao} ZAAJo] 271 AR A 7to] 1 o]E &
ste] A9) 4% deht olaldn SAsAET e
Aulz A gArsh o] A%Ae BAGAE 9
st}

=

2.4 F8™ ZXE(Negative Emotions)

ARED AHE 4 R B e R e
o] 2712 "9l ‘3]13}04 57f e 1 olde SH
7 B B39 £7E d7Eolgith(Liljander and
Strandvik, 1997; Oliver, 1993; Westbriik and
Oliver, 1991).

3 7 A2 AR Al 3 A Yehte 7 €
Hee 784 AR ole AH| A5 dAeste 3
Ao nAe] AEsA He B 1A F3e
=2 Hogti(Waston and Clark, 1984). ©]
o 2 BAA e o] AdsH =Y 1A

AL

b4

I Mu| A FH[TY] Zea FAAQ AeA whg
= 7Kg = F s
Svaeri et al.(2011)-& 249] Au]x 743
Abell Ok A 2~ 35 A} B ef 73
Ao 2AS FoBZA S 271908 S ¢
Aol Aol tet A Fux F44 A E
e SOS 7d& sttt o] dAFox e A3
AFEE o R e g 54 7 ( :
AR gk 544 24 (Other), d71A %ok 2
Gl ogt §¥4 7H4 (Situational) HHEZ T
1A (Self) ol g F44 7452

2, %‘%‘c &5 dRE, Y,

>~
L
Zi
ﬁ
IR
o,
>
Nl
r-‘-l HE
j‘i
5
o
o
[l

9-§*‘E ‘:3475 7-4.%4 N %oh’“’] ?%51911’/}.

T OE d7Ee FTA 5 2 3
AE| 2 AR el A o] Mu] 2 grojzte] BAA 2o
25 7 A F371el FEAtet e Bex e F
7HA] T& Au]2A" (service settings)ollA19] AH]
2 Foze] BAAQ AR ES AFsta A7
A8t Petzer, De Meyer, and Svensson,
2012). A~ ool Aazo] ofd ukee
WA (internal; self) 772 A8 2 AFA7} A
Fate AH| 2o ofg Balo] Antan faEE 7t

Aol 9 R4 (external)7Hd 181 /‘W]* Gzt
o} AlZAte] AEE vl e AHAE 9 1

= 34 (emotional) g o2 FE3IATH A

A3} ggikdol| A ] 234 (external) HH 2=
3, B, A4, Ax, 9, AEGA7|Re] &
o) x

-
Hon A3A (situational) A o 2E 2%, E<

FHE 4% o2 Yeldth WEA (internal: self)
o o3t A ore AL g I ¥3|, 2
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AT Me|AdTfels Y- ME|A SEYO| YT AdlA

ek Yo o7z atof et o7

sZo] RRAAY. e ragel oM E WA
(internal; self)$] oz Auet A4t &F,
2, %, FI7F FEEAL 974 (external)
oz A% A4, Av Fw Gy AU
71%o] ettt 484 (situational) HH o2&
A%, 2%, B¢, FegoR BREUT. o]HF
Petzer, De Meyer, and Svensson® 974 &
& AH| & Zofel @At ARle] e whel A
Wz Aol BAshe ¥4 e FRE e
A e % lee e,

3.1 MplA SEH0 Me|A ZEY

2o Ay AP FAAS AAA g9o=
By glom JPANES A aQloR st o
7} Ao gt (Featherman et al, 2006; 7
23], 2010, 2014; A%E - 27| 2015). 24
Ae aAe #9 we A wet el dig
TR A EE Adste AAA Agolg & 4
9lom (Maxham M), AAAHL Agd 2Hoz
a7l ﬁibaoi npZoll M feid A9 2

¢

e 99 S92 FHH AT 5 3
548 394 QAN ATk HelA A4
43) vla a2 Bask gt 3EAE3PY o
AL gAY MIAE BFE B9 TE Below
vE e 5 e 2ol 5] A% PBL
2 %4 . gz - A PEolg T 5
Q7)) 2E B9l APYE 1 deka 1] of

Hoh(AA3], 2010). T3 Lazarus®t Folkman
(1984)¢] JA-HA 3ol w2 AMH|A 3|5 =
o] AFoA 2L Al AAAL uleto]

w0} A=l (Oliver, 1993; 1997), $IAI¥k-g-0] A
P31 A whgo] FPgirh= F7do] A7) =
tH(Frijda, 1993; Parknson et al., 1992).
/\] u}aﬁ,q —;714 u}o o oL;qu Jc_)Lo J,} 7l-x4x4
o BEA AEz olxA 90lo] Mgz
A aQld JEgFS g F Jlon o °] 2| A
A3} A aQlo] HAR WA ste] Bd ¥ 1A
w802 YehA dk(Frijda, 1993; Parkinson
et al., 1992).

Gillmorand Pine(2007)2 BE#4& 34d<
FeA7le Ao Aoz FHsNT. 5+

Au] A wedlo] pAe] FAA WS

o A
of ofm Au|2 Asf 35S 9 2% /do] B
QA itk ol HHAQ Mu|Ad Bolth(7143]

2014). Aulx AZd Asjetg e A4S, aAse
a6 gake waucke Az A 58S 9
A4 BSOS dhe Aot wAe) 5
% 3N AZer P48 5 YA e
WFash g 2ol obd mAD Aulz AFA A
ole] AABANA A2H Bl A7 o A
& ok FeAR, DAEE Bed P4Ha B
Aol i3 el ohjel Avla g8 el
Aul 2z A gAe] we oz Aus Y RE A v
Hl22 A2 AsjERes] 2H 29 da A
71 _/’: o)
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V10 A2 BRAE A2 DGR B (+)
o g w2 Rolg}.

7Hd 1-1: d-2 AMu) 2 2 el H(+)

o
OSL
[‘UO

=
==

. ©of
ox,

>

® o fe
o2
oot
o
=
it
POl
-
v

74 1-2:

74 1-3:

0%
fo
)
ofo
of
oX,
ox
rlo
R
=

>

ox
+
1o,
of
oS
o
=)
i
poc)
o
Al

0343 257 Ao g e A7 o

S A I, AR, Aol o B, 4
o v, 4, ey, FAGA, ANABY, A
24 53 e R4 WA PA JUA e}

k(o] gk, 2008; Debats, Drost, & Hansen,
1995; Goldman & Kernis, 2002, 2005; Harter
et al.,1996: Leak & Cooney, 2001; Lopez &
Rice, 2006: Ryan & Deci, 2000: Ryan et al.,
2005 Sheldon &Kasser, 1995). ¥bHo] &
e FEARA, A&, AYA 1%, 2EH~
I A FAA A A dREA R Yestt
(Goldman & Kernis, 2002; Harter, 1997;
Lakey, Kernis, Heppner, & Lance, 2008;
Lopez & Rice, 2006; Ryan et al. 2005). th&
B} 2 AFES Al THE A BAEe
Hoj3E AHEH , o187 ( 2010 ) AT
dre w& WS Aa e Hele
ol A7 7Agstn
TH IR Bolo] He PFor #AE EA
A1tk A|A ST

A2 Fobel SlojM A~ FH o] Pl

[}

A
0] Y S A 7ehe e 2 Hrhd gle]

Ao

{0

ZEY 27 AL Akil-og o]ﬂx]

[}

(]
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Grandey, Fisk, Mattila, Janse, and Sideman,
2005; Hennin-Thurau et al., 2006: Schumann,
2012). webd nASE Aua As) FEise
A2 FR Al tigk A Boke 2 3 & A
Aulzs AgAe) vl 134% @ duges
A o] AEE Azkald) A4 24 a4

2 o

W 20 ABlz ARAE BAA 20 B9
Qe v 4 R},

M 2-1: Al e WA e ¥
()¢l G w1 Aol
M 22 AHs ARAe gRA 5ol B
)9 9 v14 Aelc
° Chm

_,_,

2,

DO

w

ol

r>~l

ox,

ox
l

ox

ol

X,

N

N

ox

2

-z

Be HAATN TAL Aulx As) 3% w2l
4ol FAAGD A% HEE 5 5o 2D

ERdtha AABFAEH (AR 2014 Karatepe
2006; Kau and Loh 2006: Prasongsukarn
2006: Smith et al., 1999). Z2jy 10| 3%
b Settta A7 Aol B, stk 2e F
A2 2174 & 7MAA Bok(Skarlicki, Folger, and
Tesluk 1999). &, 149 AMu]2 FH 4| digt
A 2b A 2 Aol T 3] g o glef A2~
AzARRE AEgee A3 4 a2 T
71949 Au| 23152 H7tskAl Eoh(Wirtz and
Mattila, 2004).



SAlo] THSS Fetelo] MG YT USTNY: AHIAMIEIS AHOIM Afd|A BHA| AT MulA ZFAS| opfEol 2 o7

TRET FEA R Atolellxe A dEe aclelgke A AP AHA allelgte Ho
AE| 2 BB dA 3PS A A e g AI=EsH OJX]E%(‘HX]—%L@)EI Ma<
FEE ke AAst ot Al & 71EeR gt Sl Ellis ABC 23& A&ertd
ghe drted =24 B oo HAs v A ALLRA AH 2 FEAAE QAT RN F
AdEE Sl EBA7 uA sk FAYES] I s Ha o 3 & FHL] I HER
HEE o8y viep doh(v)d -, 2013). A AH| A Aois]Ee tig 2502 HrieiA 2
Aelet 3o W2d Allan et al. (2006)& gl Zo|t}, ofgh & MPAFES HiFoR & o A
A A daiAte ThefAe] AAdold B HIAIAA S AEl s 3RS FAA e dlla
25H A4HAD ds S A NAFT BASEE 7] A3 wirhA 982 & Aot
A ool & = glvta it v TelA, 1
Aol AT A~ Adf 35S A6l AlTe 7Hd 30 Aul s RS Au 23T 1A
T94Y 18-S =R Zeo o8y 74 W Fke] BAE Wi & Aol
A2 sk Aol W=, A3 & glof A 7Hd 3-1: AH| = XL %Hﬁt@‘éi} 3
e B =g A e AES g3AA A Aol #AE il & Aol
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Service Justice and Mediating Effect of Service
Authenticity in Service Recovery Situation

Han, Sang-Lin* - An, Myoung-A**
Abstract

Service employee’s ability to solve the problem is playing critical role to reduce negative
emotion from the context of service failure. Based on the Ellis ABC theory and cognitive model,
this paper reports the results from the survey consisting of 239 customers who have experienced
service recovery after failure.

The objective of this paper is to examine the effects of such constructs as service justices,
service authenticity, and negative emotion. This study attempts to investigate the direct effects
of service justices(distributive, procedural, interaction) and service authenticity on negative
emotion (internal, external, situational). Also, this study tried to analyze the mediator effect
of service authenticity between service justices and negative emotion in the context of service
failure recovery.

The study results suggest that there is positive effect relationship between service justices
and service authenticity and, service authenticity has positive effect on the reduction of negative
emotion. Finally, this result suggests that service authenticity fully mediates the relation to
distribution justice and interaction justice, except for procedural justice and it partly mediates
relation to the reduction of external negative emotion. Also, it fully mediates the causal relationship
between interaction justice and internal - external negative emotion. Some managerial implications

and the limitations of the study results were also discussed.

% Key Words: Service failure recovery, Service justices (distributive, procedural, interaction),

Service authenticity, Negative emotion, Ellis ABC theory, Cognitive model

* Professor of Marketing, School of Business, Hanyang University
** Doctoral Candidate, Hanyang University
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