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6) Smith, A., "Customer Satisfaction with Service Encounters Involving
Failure Recovery: An Intergrative Model of Exchange,” Unpublished
Doctoral Dissertation, Maryland University, 1997.

7) Bitner, M.J. & Booms, B.H. and Tetreault, M.S., "The Service
Encounter: Diagnosing Favorable and Unfavorable Incidents,” Journal
of Marketing, Vol 54(January), 1990. pp.71-84
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Tuscaloosa Alabama: University of Alabama, 1997.
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9) Johnston, R, "Service Failure and Recovery: Impact Attributes and
Process,” Advances in Services Marketing and Management, Teresa
A. Swartz, David X. Brown, and Stephen W. Brown, eds, Greenwich,
CT: JAI press, 1995, pp.211-228

10) Parasuraman, A. Berry, L. & Zeithaml, V.A. "Understanding
Customer Expectations of Service,” Sloan Management Review, 32(3),
1991, pp.39-48 Zeithaml, V. A, Parasuraman, A., & Berry, L.,
Delivering Quality Service: Balancing Customer Perceptions, New
York, NY: The Free Press, 1993.

11) Bell, C., & Zemke, R., "Service breakdown: The Road to Recovery,”
Management Review, October, 1987, pp.32-35.

12) Kelly, S. W, & Davis, MA. "Antecedents to Customer
Expectations for Service Recovery,” Journal of the Academy of
Marketing Science, Vol.22(1), 1994, pp.34-56.
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A& Leonrd A. schlesinger.,, & James L heskett, "Breaking the
Cycle of Failure in Service,” Sloan Management Review, 1999

Spring, p.19.
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13) Schlesinger, L.A., & Heskett, J.L., "Breaking the Cycle of Failure in
services,” Sloan Management Review, Spring, 1991, pp.17-28.
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14) Heskett, J.L., Sasser, W., & Hart, CW.L., Service Breakthroughs:
Changing the Rules of the Game, New York: Free Press, 1990.

15) Parasuraman, A., Berry, LL. & Zeithaml, V.A., "SERVQUAL: A
Multiple-Item Scale for Measuring Consumer Perceptions of Service
Quality,” Journal of Retailing, Vol. 64(1), 1998, pp.12-40.
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16) Feinberg, R.A., Widdows, R., Hirsch-Wyncott, M., & Trappey, C.,
"With and Reality in Customer Service: Good and Bad Service
Sometimes feads to Repurchase,” Journal of Consumer
Satisfaction/Dissatisfaction and Complaining Behavior, Vol. 3, 1990,
pp.112-114.

17) Schlesinger, L.A., & Heskett, J.L., op.cit.

18) Hirchman, A.O., Exit, Voice Loyalty: Responses to Decline in Firms,
Organizations and States, Cambridge, MA: Harvard University Press,
1970.
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19) Blodgett, J.G., "The Effects of Perceived Justice on Complainants’
Repatronage Intentions and Negative Word-of-Mouth Behavior,”
Journal of Consumer Satisfaction/Dissatisfaction and Complaining
Behavior, Vol.5, 1994, pp.93-103

20) Gilly, M.C., & Gelb, B.D,, "Post-Purchase Consumer Processes and
the Complaning Consumer,” Journal of Consumer Research,
Vol9(December), 1982, pp.323-328.

21) Limbrick, D., A Trivial Pursuit?,” Managing Service Quality, 1993,
March, pp.39-42.
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The Effect of Service Recovery Justice
on the Restaurant Customer Satisfaction and
Behavior Intention
Park Hyung Jin
Department of Tourism Management
The Graduate School of KyoungJu University

ABSTRACT

The purpose of this study was to identify the customer
dissatisfaction types by demographic characteristics, and examine
the effect of service recovery justice(the distributive justice, the
procedural justice, and the interactional justice) on the customer
satisfaction, in order to construct the efficient recovery system
for the restaurant service failure. Also, the another purpose of
this study was to analvze the effect of customer satisfaction on
the word of mouth and the repurchase, and so devise the
formation measures for the positive relationship between the
customers and the domestic restaurants.

This study was based on the service failure experience
occurring in the domestic restaurants(family restaurant, hotel
restaurant, fast-fooder, and general Korean-style food restaurant).
This study surveyed the subjects of 247 customers who
presented their dissatisfaction(complaint) among the customers
using the domestic restaurants.

The analysis method on these surveyed data was to use
SPSSWIN 11.0. |

According to the results of this study, the customer evaluation



on service recovery could be explained by the concept of justice.
The concept of justice included the three dimensions, that is, the
distributive justice, the procedural justice, and the interactional
justice. Also, this justice influenced the overall satisfaction on
service recovery, and further the satisfaction on service recovery
influenced the subsequent positive word of mouth or repurchase
intention.

According to the survey results of this study, it was necessary
to i1dentify more positively the customer satisfaction items. It was
important that employees should be educated, trained, and
motivated in order to implement the recovery for service failure
well.

Also, according to the analysis results on the preference for
customer service recovery methods, the procedural justice was
relatively the most important in the recovery methods. The
distributive justice, and the interactional justice were followed in
order.

So, the restaurant managers should identify the customer
expectation level, and so provide the services appropriate for the
criteria. However, if the service failure occurs,' it 1s desirable to
construct the recovery system for service failures.



	목차
	제1장 서론
	제1절. 연구의 배경
	제2절. 연구의 목적
	제3절. 연구의 방법 및 범위

	제2장 이론적 고찰
	제1절 서비스 실패와 회복
	1. 서비스 실패
	2. 서비스 회복의 구성
	3. 서비스 회복의 정의와 필요성
	4. 서비스 실패와 회복의 관계

	제2절 고객만족의 개념 및 결정요소
	1. 고객만족의 개념
	2. 고객만족의 결정요소

	제3절 서비스 회복의 공정성
	1. 서비스 공정성의 개념
	2. 공정성의 유형
	3. 공정성에 관한 선행연구

	제4절 행동의도
	1. 긍정적 구전
	2. 구매의도


	제3장 실증조사의 준비
	제1절 연구의 모형과 가설의 설정
	1. 연구모형의 설계
	2. 가설 설정

	제2절 조사 및 연구 방법
	1. 표본의 설계
	2. 변수의 조작적 정의와 측정
	3. 설문지의 구성 및 자료의분석


	제4장 분석결과
	1. 타당성 및 신뢰도 분석
	2. 표본의 특성
	3. 가설의 검증

	제5장 결론 및 시사점
	참고문헌
	설문지
	ABSTRACT

