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The Effect of Perceived Justice on Customer Satisfaction

and Repuchase Intention in the Discount Stores Service

Recovery
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Abstract

The service offer expectation and the desire of customers to a large-sized rate
influence store also increase as a result of such environmental change. the counter
where research of a book was upgraded from differentiation pursuit by competition
between business condition in business condition in the case of the domestic rate
influence store which has put the focus on service strengthening The work shrine which
cannot reach here the competition predominance in the domestic market it will be hard
coming to secure, when environmental change of inside large—sized rate influence store

industry is taken into consideration The research which tried to receive customer service

1) Asthsta ZsE BAk / (I SNAREYIF Bl
2) shrhet Ao w
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failure recovery carried out actual proof analysis in the influence to which fair nature
lateness of a customer attains to the re—purchase intention to this store of customer
satisfaction and future by service recovery process for an object in the customer who

held service failure recovery experience in the domestic large-sized rate influence store.

AAQ 228 gede e s &= & % 9.:‘/\}01] skal fEed Akl H
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FAEF(Costeo, P79 2] A&} 2] §E7|Y¢ £, sh)zEY So] AlES 7
BAS Hola 9l AAgelth 1E’t EH%@O]XJ NFL 7= 7)d=7gte] o14~3H
(M&A : Merger & Acqusition)®} A& 5oz HES ALsu) undoz A =
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Collier(1995)¢] g1l olapad Mn|x AaiE A 1742 971099 Abgtaeldl 15
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= AFEo] o]FolA ¢o 1K Smith, Bolton, Wagner 1999; Sparks and McColl-
Kennedy 1998; Tax, Brown, and Chandrashekaran 1998; Mattila 2001; Maxham I &
Netmeyer 2002; McColl-Kennedy and Sparks 2003), ¢17-¢] tjF-io] 3 & #AESH,
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II. o]&4 %
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AMu| 2 Alg AL Hd 0] s teto e Sy MujAE Algets ] Aljske 4
gko] 9JtHBitner, Booms, and Tetreault 1990; Bitner, Booms, and Mohr 1994). A{H]>
A3 (service failure)i= AR #|dol o] Anj2=e] ol au7]e] 7|o] nu|x]x] H£&}7]
ujiel AshY, gk Au|zrh ZEAAL Q= 54 & Ad(intangibility), H]EE]d
(inseparability), ©]&4(heterogeneity) S22 Au|x A= g = A AkBerry
and Parasuraman 1991; Palmer et al. 2000).

Weun(1997)& Au] 2 A& “Mu|2 oA 7] ERkESE op7]shs dokgh AH]
2 BRE Dok slo® AH|a Al S o AFEd o] gk Au|
of% 9t =2 ofe] FE o] AH|A oF T EFFT AL SH31 AL, Johnston(1995)3
Palmer et al.(2000)-2> A¥] 2= Aojl= “FA A of= F-ahAl Au]2~ dpg ol Ao A
Folel7) 2= A(somthing wrong)”, GrOnroos(1988)+ AH| A A& “An|x}7} A]H]
25 FufskAY &RE W, 7 ARjaTtE 7 gE i {83 S AAEHA] ke AT
Z Parasuraman et al.(1991)3} Zeithaml et al.(1993)& A H| 2 A S “mMo] x| Z}&}=
o1 9(zone of tolerance)o|dt® 3}tz AH|2~ A3 2, Bell & Zemke(1987)% A
v 2 A& “a7A 9] 7|4 o|ste] AMH|2 A" o2 Heskett et al.(1990) “AH] 2~
Aot Aol thete] AMujAaE AT o] 4] X3 IS 2= ATSE, Berry
et al.(1991)& AH| 2= A& “F o] FH gk o] A= Qlate] e Au| 2 37
ojuf Aol thgk "= Aot

X

e MH?P 2 Aretail mix)E B3te] AF] 7HIE SN A2 A
ol FHE T e QR WIRNA FFate A diF S FUA717) 9
3ol -Hrﬂzagi FETA, AR, AT, FAAu 2, vkl A Mu) s 5 ohepd A
H| A2 Al3sta 9= —E—XJ% Zka1 914.
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A )2 AF I = AT giste] o] £4] b2 S e BoR
& elHo] 2|8l AR Aolstaix}l i),

= H| 2 3] (service recovery)dl] gk Aol2 GrOnross(1988)= AH|~ 3]|&E-O
“Au)zs AFAZE A2 Aol gl wkg o 2] Mu|2 ASE 5] $l8ke] Ab)
2 AFA7Y Hebe dde] P9 ekl 519l Zemke & Bell(1990)S “Ala¥l M|~ 3
& o] AaMAL 7 el F-8-A] ste] 7ol tiste] EESShe S-S RS A E
2 HEgds 9] 347, Zeithaml et al.(1993)2 "AlFd M| 2ol thdk x| Zfo] 1
el Qluyede] olstz stgst Ay digh Au|x AFAbe] de)"o R Johnston &
Hewa(1997)2 “AH] 22 Alg2fe] Au|2 A2 k& Au| =g Al FshA] Ko
AR E = o] BAE SHATIAY BUATIE ARl AlFRRe] ANE 397 =,
Spreng et al.(1995) “A¥] 2~ Asje} #Ag o] E7HS A2ty Yste] 7o) &
3= thekdt &% 0% Smith and Bolton(1998)2 “Aujof] th-2-3}7] & FHst= A{H]
2 AleAre] &F o7 ATt

oje} T2 HAATES vt o= & AFoA= AH| 2 F 58-S “ a17o] A 7+g AjH]
2 A E o] T FEo R JfAE AR} s A AlEAR] ANE 97RO
staal gk,

AR A A= A 2 Ao 758 S $H 8] AlASH = oe g Aol Al 4
o EHAoR giAshE W ShEg B A AdiE FY S Aot
(Blodgett, Hill, and Tex 1997). 53k Au]2 Ag) 3|5 -2of wje} 11
o e QAL 23PN Fe JJom, AAl ARk o] L] AH| A 3] o] 48}
S 93|8 oAtk H K Hoffman et al. 1995; Smith et al. 1998).
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84 Mu|x 38L& FAAQ - (Positive WOM)S 7H Q. AL, Hojw=
FHANegative WOM)E =49 4 At 59t Blogett et al. 1997; Swanson

MU B 52 Auls AlFA7E M| s Aefl] whE aAEve sjasty] 9% 2
oz, MH|A Ao} 3o B3l thare] dAatEol] arZlo] A Zbsh= & (fairness) 2
T WA e velar ik
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o] Aujx Auf] 3|Hapgolx o] uAELS diste oo R, Ay gigk Fab
(justice inputs)®} HJ(Gustice outputs)S H o] FAkeE Ad ¥
& vlastE = 719k A A 2HE o, AAle] ®Ado] vl el Hlste] vt
Char debs s FgehA] vk =2tk Aol
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Ohver(1996)% %Xé* = AZpske Abghell whet A|7EA] -2 gHEske] Au]Zs AaA]
= & A= Ab, ZRplo] ¢ W= A
< ﬁiﬁ E AFFOZ URlth 5, ARilo] O A A B RS ASske ARt AR
= s AsskeE Aol S O Wtk Al A Zbgith= Blolt)
3 & 5t e AgAbEel oal AMu|2 3ol e] o] 24 T E
2 FES o} gt} (Yd| 2 Smith, Bolton, Wagner 1999; Sparks and McColl-Kennedy
1998; Tax, Brown, and Chandrashekaran 1998; Mattila 2001; Maxham III & Netmeyer
2002; McColl-Kennedy and Sparks 2003) 34A 9] 38L& AFx50| whe} Euljs 34
A3 A FAAAA o2 AGE A8YsE H9-(Greenberg and McCarty 1990; Goodwin
and Ross 1992)% 9l o}, th=9] A A 388 1)EWZ -A 2) dx4 34
d T AEH FAHHORE TSt meEbA ATl = AV FE R o]
T5 Pt} g

2 AESHE Al R AL

f

D AR FA4

HAaA A A (procedural justice)S “FAIS st oA e = U= 7]
" (Goodwin and Ross 1992), “23& 47] 9lste] ARE-E= WHE| 544" (Greenberg
1990), “AEAAS Faq=t] HEH = 7] =2 dale] AAA"(Folger and Greenberg
1985), “AH|= A& AA 7| Qe AHE-H= Axpell tisto] A 2bsls 878737 (Mattila
2003) To.& Aot} ol & Tt Axtd AL “AE A=) A% Y, B
o As] Wl A= 971 98l ARgshe A B A XK policies and procedures)el] thEk
By etar & 4 Qv

Lind and Tyler(1988)= x4 FAAS AHste= AHE, Al7kar HAC &F3F 1
%94?'}%}%0] Aglglo] Akdo] 71ZHE0S W, A7t AREd Al Freldlsols E5-5k
55 G7A Zdgole & T

&, FEHAG WFE glol, FE A
?'5}51 BurES et BEud Ao
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opagitia A e,
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ol Aol A= A= == UK Bitner, Booms, and Tetreault 1990; Blodgett et al.
1997).

- O O

) FA A (distributive justice)= zlo] GA| F+= Ay £ A& Edlo] &
Aol FES Huksk Aoz, uAe] fAollA AE S Au|e] FS HUhek Ao
o & ¢ Ak AAELS AalEo] Hke EE) xﬂ%OM Aqujzol Ae oE A=
HE] ok olo} FAle B FAd AlF Y Au|se] S vwshA Hh weha &
WH T HEH R Au|z 350 Al tiste] mAe] A7kl T A ol
L g 4 Q)

A

A A o) Bl AL wdko]#(social exchange theory) 2.2 71Q19] ul
A FY 2= vlgo] FBAE ol F = Tt 2HE 7L Stk Adams(1965)9)
o] Zﬂf\]% F-2E AAIREY 7]ole] AH(contribution rule), #5293 (equality
needs rule) 5 T Euj o] [ o] glot, o]el= FAgle] itk
o] AAEL W} AL BARUR= 93| Hul Be HAS AEEHA E Aolt). uhela

W
=3
)
i)
fo
lo,
o,
iy

& Fote] eAe ddetal, S BAS ddthar datEd RS sl | Aola,
Hh e BAfo] FEA Fetvhal ey S-S THA A 2 Aol

O YATES AFHUET}, HFe] FARGFOR WS sh= 45 Aulz Asje] o)
& HEA wgow 249 WEHE AR 2 5 FPA waeln, oo tstel
aAo] Ae Edsh B 5L astel St Ashs Agol LuhHel 394
of ootk & 5 itk webA Aulz AFATE Aul Ashe] thstel B B
49 WS T 5% we) By Tl e A2 Ame STl so] el
N Bel et PEEE ol B Aot

w2z o) 8380 g te] AT 3A0] AZksks Al IANES 8
T QTS Prhe APIS FARAN THYS 48T DFF AT E0] o FolH 1 glnk

(Goodwin and Ross 1992; Blodgett et al. 1993; Clemmer and Schneider 1996; Tax and
Brown 1998; Andreasen 2000; McCollough et al. 2000; Mattila 2001; Maxham III and
Netmeyer 2002; McColl-Kennedy and Sparks 2003).
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o A ate] tigh A2 FHH] ko), 3| H Aol A AH] 2 AlFAke] T go]
SN oo F(-)9] S nX|a, 7HAER], FE T T2 F3 B
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MCCollough et al.(2000)& AH] 2 Ao} 3]|E-T} Ao A o] FgA] 2] Faky} 350 o
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(e}

=3 [}
2 W=elal e = @IS Ak vh S Alem B

AZREES(customer satisfaction) @71} Aol Aol 54 o=, 1
A, AEFEE, A, B T 22 A 9]l d3s S8 o} 7
T H AR S VA= Aew AEa k.

ol L A AR RS g sl kv 2 3 outcome)ell %
Aolal, g shbs A (process)oll A2E Fi= Zoluh Ay THS —':rt xq,]
“aHR7E A di7tel dia] Ads] e FAEEHA B ATl =7 ARt

21 %] & 2 E]”(Howard and Sheth 1969), “Fuldt ERA|Eo|y AH| 2~ LnjA) S
ol P 2 el BEE, Ei= o5 od oprHE Al Wgk 14
1k (Westbrook and Reilly 1983), “Ed x| 7|t)e} 2n|&7F A6 ol disl] AR
Hom 7HA AL W o] FE o Agtete] WAH T A E  (Oliver 1981)
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<E 4-1> ATEAN SN
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L A 77 44.0
oT iz} 98 56.0
20~ 2941 25 14.3

30~ 3941 74 42.3

A% 407494 62 35.4
50~ 5941 13 7.4

6041 ] 1 0.6

A N 65 37.1

ZHAREA 45 25.7

%9 AR, A9 20 11.4
2v)-7] 52 25 14.3

A 10 5.7

71e} 10 5.7

FENE 8 4.6

) aE 48 27.4
WA QA 3 112 64.0
thetel o] 3 (Aeh A3 7 4.0

7 175 100
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) ) |
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(split-half reliability), #%+%A(item-total correlation),
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Cronbach's o, =52 % AlZ|%( Alternative reliabilty), H7}2¢F A2 % (inter-rater
rehability) Zo] JUHAAS 2004). o|ZFAA 71 tEH o2 A}8EE= Cronbach's a7
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A8t} gl @ 1B A (CFA : confirmatory factor analysis)S o] 27 ¢l vl 7 &}l
A AFERY JAE v AR T2 AHEA 8R0S g AE EEtH A
T, 2004). =, FR14 QRIEAS o] Z2Ql A stellA WgE 7] 71E dAE AAS
3L QO1EAS o] &5t 1 IAVF AYEhs A AR5 AFEE U AFREE Byew
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= AFelM = 2P gEdAS H5e] fleked AMOSE o838 #9174 1A
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Seoll i3k t7ko] A2 9.3650141 uf 13.2542 1.960 o] 4-S ek
3 Ao

95% <ol &

B MESE 9 Cronbach'sagt | d2AF tak
FAskIL AEE A 1.000
a gy [ R 07865 LI | 9.365
TR A} Aap EA4) 1.121 10.462
TR AR} A} iy 1.026 10.265
Ao A= 1.000
AP 2910 FAg A 0.8856 1.116 11.326
Z9e] oA 0.975 13.254
ae] 9 1 1.224 12.243
RHE5EE WAy 1.000
Y Eane 43 By 0.8065 1.108 12.265
TAZ A 1.156 12.671
7]tho] el Ak 1.125 12.125
A A gEE 1.000
hE 7] &3t 0.8754 1.065 10.326
nlebA 3 0] Z3) 1.228 12.098
Al o] ijj A A= 0.8699 1000
S o) uE o 1.095 11.209

=

TR <H 4-3>S ATEIY AREE A5 AR ol AT EH Y HAAAEE M
wste] HEgo] AR vt FeteteA]E ASE slolth & AT RY Y AF s
Fho) Al F(X2)/A-=(df) = 2.020, RMR(Root Mean-Squre Residual) = 0.045, GFI
(Goodness of Fit Index) = 0.907, AGFI(Adjust GFI) = 0.889, IFI(Incremental Fit
Index) = 0.932, CFI(Comparative Fit Index) = 0.927, NNFI(Non—-Normed Fit Index)
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