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A Study on the Structural Relationship between
Recovery Justice and Relationship Continuity Intention
-The Mediating Role of Recovery Satisfaction,

Recovery Delight and Brand Attachment-

Mi Young Kang

Department of Business Administration

Graduate School of Pukyong National-University

Abstract

Service [failures occur even though service companies make
continuously an effort to provide high quality services. The efficient and
effective performance for service recovery due to the service failures
could convert dissatisfied customers into loyal customers. However,
improper service. recovery may worsen failure .situations to become a
major cause of customer .churn. In. thiscontext, this study aimed to
investigate how the justice  for “service recovery related to service
failures influenced the intention of Kkeeping relationships through
recovery satisfaction, recovery delight and brand attachment. A survey
was conducted for customers of major department stores located in
Busan for an empirical analysis. A total of 303 questionnaires were
used in this study. A structural equation model was used to verify the
hypotheses. The main results of this study are as follows: First, it was
found that procedural justice, distributive justice and interactional justice
each had a positive effect on recovery satisfaction in relation to
recovery justice. However, recovery justice did not directly influence

recovery delight, but indirectly exerted a positive effect on recovery

_iv_



delight by the medium of recovery satisfaction. Second, it was also
found that both recovery satisfaction and recovery delight had a
positive effect on brand attachment. Third, it was confirmed that brand
attachment exerted a positive effect on relationship continuity intention.
Finally, the theoretical and practical implications of these findings and

the future research directions are discussed.

Key words: service recovery, recovery satisfaction, recovery delight,

brand attachment, relationship continuity intention
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AE A7 Y8l Ao dAE Hold s F=te Ao T8
sttbal Fxsidth AdAFHoR A ES IAREZI= vE PR
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Russell(1980)2 752 74l ¥ ZHemotion space)Stoll A =4 g7]H

=7 (highly aroused pleasantness) . 2 EAJX|o] Hthal sk, 4lg] st
wokoll A A7E HAAoES EUE uAY AFdA nAzsY JEE

o33t ¢t} Rust and Oliver(2000)= 1 AM7FES Hekubst =0 233
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i} BAE fFe] 7Y 24

APAFE S Hal=of 2] FAAYE A3 HH Fournier(1998)+

o

1 ZH(intimacy), Ao} A (self-connection), & (commitment), “d3 9] &

Sl
(interdependence) AF&3 <€A (love and passion), E#H= IEY =
(brand partner quality)e] oAl @ HFPow HA=  FAAEFH(BRQ:
Consumer-Brand Relationships Quality) S A|A|3tH A Alg3 dA4S B
A=ofo] #AA M AMHH of Z(affective attachment) &2 A 3tar A},

aHAbE ol E AAH Fuidd AAgew Addola AA A A4l
S5 SN E U, S 54 B g fFS AA =, ofF

p

o] ¥4 el Hekghat S@EN AAde =/ANHL e F

Thomson ‘et al.(2004)2 H:ME= of2S BH=opo] F7[HQ1 F7of A

N

el 23k A (strong emotion) &2 A 9] 3L, off A (affection), ¥ A
(passio), A (connection)e} Al 7HA 29 & @ 744 SAHT RS = A A8}
P

ZF Apds Aestd v (3 2-4) ¢ Zh

( ¥ 2-4) BHE 475 FA44L

Affection Passion Connection
Affectionate .
. Passionate Connected
Friendly .
Delighted Bonded
Loved .
Captivated Attached
Peaceful

<] Thomson, Maclnnis, and Park(2004).
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T E(Loyalty) = A7-Avtth st A Aesta orm, HIHE o
oF&lth. Jones and Sasser(1995)% thokslt 99 317 o
AFS AR ALY & Auls A7 os olgslx] il md ik A

al

£Ho% B4 AET Muleg HE FujsHs nAe @ao)g

ki
i
a
u
v
it

Oliver(1999)= A %o Hoj2 Mzst= AL} HuxZ A ojals]
g, gl s sedle Bdolgalsign. dAHoR 34 na

czo A¥S s P BARAE BA BASF AT el

=
=
(@]
=
=
do]
O
=
rir
O{N'
O_u
k1
il

Z3k Tk
AFAEwT 3 Aol A A= x4 HHel A
3 FAER FESF oY Enis and Paul(1970)& 352 HIwWS A+

Set MR dowe FHEE A9 29 5o % 52 ads

i (Bowen and Chen, 2001), 7 9ol%, #AA &%, AJo] &% Fo] iE
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guvl @EA go Ade =geda duEw, w7, AET
2006).
wepd B ATANE AAH, 44H, dEd 847t B EFE B

2 A (Oliver, 1999)%1 AAA &L 22 FAHEE SH e gt

g, #AASYE

A A 4 9] = (Relationship continuity intention)& 7] o]y} H A =0
&ote Mulayg AES et Zd ke A E-FAdstee 1A ¢
%= (Kumar, Scheer and Steenkamp, 1995)0]™, ©o]= A so&EAS HAA =
stu, AU E B8t WE3hai Aol AP ) AR E A gFeke A
EH o7 MHAE AT Loy sl o|tHBerry et al, 1990).

Moorman| et al.(1992)& #AAEo)E=E 7HA| A= BAE AEHA 74
stele &eka A stlon, WulE, HaS, 71$71(2008)2 LA o] H

o] olole &M om SAAMAY AES AL ojiaet ofw

>.\I

o= X

’

AN

ARl Ao = HIHTHELS AT AAE AU Holu X EH
o7 FA37] ¢l =#3dtar vk Morgan and Hunt(1994)= #A % 7
S flsto] AAle mEe AHstA o

B3 Aow aAe] A& AA e Fode dsta A7)zl 2A,
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%
Lo,
ol
N
2
[40
r o
o
>~
f“l

A IABAE FAFOEZA nA FH, AT 9%, ik, 7t4 Wt
59 295 42 4 At (Arnold et al., 2005).
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SA7IA FaL BAFANE FEFoRA Fr|HoR AT AFHA &
PN B K A=

AAEZg =S FAAEA AR, A%, v Aol Hg
7, 4% o= t&stA AAE L dem(Garbarino and Johnson,
1999), A& Aola Fr|How Adslels HEZ ALEE T grh
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AT A2 Mul2 AR o M o5 st A R A
Aokl Eol wAsigaL . el s Am=- Ak, Goodwin
(1992), Kelley and Davis(1994), Weun et al.(2004), Maxham II(2001)%1 -
AM WEE HE=S B AF |G TBA 47 FEo=E A 7H

Likert A =& =A3}g

s u R B g A s 5B abdel @@ o] A He 2
Iogl Ak digte] AT Aol AZEtE AR Ao,
Goodwin (1992), Kelley and Davis(1994), Weun et al.(2004), Maxham III
(200D Aol A RS Hes B A5 Aol BHA ) FEor FA st

o] 74 Likert #} =2 =A 34},
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(% 4-1) BE9 ATFATH 54

AT g vl & H| &
54 (303) (%)
A =1 51 16.8

o 252 83.2

20Th 67 22.1

A 30th 46 15.2
40Th 175 57.8

50 o] 15 49

A 35 11.6

TP 75 24.8

2] B et 120 39.6
A3 48 15.7

24 A 23 76

71 e 2 0.7

158 Eo|st 67 22.1

51 e st A stF 46 152
o et 9 175 57.7
et &4 15 5.0

1005+ o] &} 54 17.8

101=20017+¢1 59 195

s 201-3005E¢ 108 35.6
301-4007+1 45 14.9
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Eigen Value 1.0 °o]AS 7]
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RETA
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(E 4-2) AHHEA 2 FAH 2984

g% | A% T ae | g | gw | O

2t Sl IRt . e e A& | T84

A4 | 344 | w44 9=
X1-1 | 0.848 | 0.123 | 0010 | 0016 | 0.065 | 0.028 | 0.034 | 0.740
X1-2 | 0.894 | 0217 | 0424 | 0033 | 0114 | 0003 | 0121 | 0.891
X1-3 | 0.875 | 0.95 | 014 | 0017 | 0176 | 0106 | 0.168 | 0.887
X1-4 | 0.879 | 0207 | 034 | 0036 | 0187 | 0.072 | 0.149 | 0.897
X2-1 | 0230 | 0.866 | 0044 | 0039 | 0138 | 0.024 | 0123 | 0.841
X2-2 | 0172 | 0917 | 0107 | 0020 | 0.148 | 0.047 | 0127. | 0923
X2-3 | 0175 | 0.883 | 0.13 | 0083 | 0183 | 0170 | 0171 | 0.921
X2-4 | 0181 | 0.895 | 0098 | 0052 | 0138 | 0125 | 0.124 | 0.895
X3-1 | 0129 | 0.087 | _0.858 | 0071 | 0149 | 0144 | 0134 | 0.826
X3-2 | 0065 | 0.18 | 0.883 | 0038 | 0132 |-0036 | 0.086 | 0.826
X3-3 | 0025 | 0051 | 0.909 | 0057 | 0163 | 0124 | 0.09 | 0.885
X34 | 0099 | 0070 | 0.896 | 0009 | 0.108 | -0.036"| 0.080 | 0.836
X6-1 | 0004 | 0.003 | 0064 | 0.892 | 0156 | 0.115 | 0.081 | 0.874
X6-2 | 0026 | -0.019 | ~0.003 | 0.904 |. 0123 | 0152 | 0070 | 0.899
X6-3 | 0039 | 0.056 | 0029 | 0.867 | 0.139 | 0.246 | 0.089 | 0.880
X6-4 | 0055 | 0025/ 0138 | 0.847 | 0115 | 0.194 | 0153 | 0.897
X4-1 | 0164 | 090/ | 0164 | 0154 | 0.840 | 0.183 | 0.147 | 0.844
X4-2 | 0167 | 0.48 | 0162 | 0131 | 0.862 | 0165 | 0.187 | 0.861
X4-3 | 0138 | 0075 | 0181 | 0156 | 0.851 | 0119 | 0185 | 0.845
X4-4 | 0132 | 0156 | 0464 | 0204 | 0.863 | 0140 | 0.143 | 0.814
X5-1 | 0144.] 0.16 | 0451 | 0.186 | 0101 | 0.828 | 0.056 | 0.791
X52 | 0139 |-0.029-{ 0022 | 0140 | 0.138 |0.854 | 0.017 | 0.789
X5-3 | 0066 | 0.06] | 0023 | 0243 0139 1 0.814 | 0101 | 0.760
X5-4 | 0078 | 0.21 | 0066 | 0182 | 0122 | 0.808 | 0.130 | 0.726
X7-1 | 0138 | 0021 | 0144 | 0104 | 0119 | 0.045 | 0.906 | 0.902
X7-2 | 0123 | 0021 | 0099 | 0120 | 0078 | 0.064 | 0.920 | 0.911
X7-3 | 0101 | 0023 | 0051 | 0101 | 0184 | 0139 | 0.888 | 0.880
X7-4 | 0094 | 0065 | 0129 | 0083 | 0219 | 0078 | 0.852 | 0.840
LAk | 8565 | 8552 | 3442 | 3.433 | 3411 | 3.385 | 3.004
4
Bk | 12733 | 25419 | 37713 | 49972 | 62.154 | 74.242 | 8521
(%)
S:,’Zb: 0939 | 0957 | 0934 | 0932 | 0957 & 0887 | 0.952
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Aol upetA ety st gtk BA A3 A3 E X427} CRI=0919, IFI=0919,
TLI=0.907, NFI=0.887, RMSEA=0.086 %& =& Aotz 2 g7} ¢l

= AR veyt AAE EEe] HATHTAES 253 290 AHA
e 1% melesold B 07012 YL HFedAdS S E v
BHE G EJ (F 44 oA = 5 kel BE ANEE P AaAs

% X] (Awerage Variance Extracted)#tS %3 3}# &
3kol ¥ 9l th(Fornell and Larcker, 1981).
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(X 4-3) 8993 89&4
=3 Standardized
2270 ‘ SE. | CR P | AVE| CR
Eas Estimate
X1-1 0726
X1-2 039 0087 | 15910 | 0.000
B oA 2} 3L =) A
ARAAETAE i 0.956 0.036 | 17.066 | 0.000 | X794 0938
X1-4 0.966 0090 | 17.230 | 0.000
X2-1 0.852
X2-2 0.930 0045 | 23213 | 0.000
B g A . .
AmEMERE o 0.960 0.045 | 24817 | 0000 | 0849 | 0957
Xo-4 0.940 0.045 | 23793 | 0.000
X3-1 0.356
SuAEAE | X32 0.834 0049 | 20636. 0.000
24 X33 0933 0.050 | 22,692 | 0.000 | X778 0933
X34 0353 0052 | 19341 | 0.000
X4-1 0913
X4-2 0,930 0036 | 28.023 | 0.000
H o=z
SHS X43 0915 0036 [26.706 | 0.000 | ' )-848| 0957
X4 0925 0034 | 27553 | 0.000
X5-1 0.749
X5-2 0.786 0.071 | 13.605 | 0.000
H 7=
=3 X5-3 0,849 0.072 | 14742 | 0000 | 2663 | 0887
X5-4 0,367 0.071 | 15024 | 0.000
X6-1 0.842
X6-2 0874 0053 | 19.432°1 0.000
2 = of] 2+ . .
R B e 0910 0.050 --20.797 1" 0.000 | X774 | 0932
X6-4 0.392 0049 -20.130 | 0.000
X7-1 0.946
o X2 0.951 0029 | 34377 | 0.000
WAAS = 0395 0.035 | 27.660 | 0.000 | 0830 | 0953
X7-4 0.361 0.040 | 24655 | 0.000

x*=1,059.506(df=329, p ¢ 0.001),
IFI=0.919, CFI=0.919, TLI=0.907,

NFI=0.887, RMSEA=0.086

_46_




bl FuAFE AVER

N < o~
T 58
o -

& 4 3
Ho N, D | S
N < = N
o S o

; 3 i

- ]

Ho

jazel

0.835

B

0.848
0.372
0:329
0.413

_47_

0.778
0 T
0.193
0.108
0.270

sk
sk
ok
ek

= o o) 0 N To)
X0 poN < - o o ~f
Mo Q N < N — e
o S S o= S o
X0 ; ¥ %
%o % — <t D
‘ = < 0
Ho| 3 — <
o =) S )

X mo| & mo

— Ho| L Ho

xxp (0.01

deAE | 0.240
*p € 0.05

3]




A3 A ATFNME AF

7L ATt e 2

AYAd=E HAS Ayde g2y 2oy A4Eg AFgn AFe
X*=1129.882(df=340, p<0.001), IFI=0913, CFI=0912, TLI=0.903,
NFI=0.880, RMSEA=0.088= t}E}i} & A2 Aok 23 & ALE3H 7}A

Aol AAFAR L HEWEA A8 GFS A= Ao ey

o} 7Fd1-3 JA] AZASG ghel 0270(p € 0.001)E YEFY TAHOZ feo
A YElY FEgag el slE S H(v)e] dgS nE A ol
THAE AAHAT w71 S EFFAE LS I ERSd AH(+)e] o
e MATE HEe AAEHAJAT ol Ay AnA, A shx(2012)9
AT Aol A F
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7Hd2e] I ERSE A EdEo () dFes v Ao TS

= Chitturi et al.(1989)¢] 2 x}9} o x| 3t}
738 ARAST Zro] 0237(p < 0.001)E YEIY EAA R FoltA A
A o] FEuFo] BaAl=ofZo] H(+)o] PGS WA= AoFE e v

Fo] Hill=of ol Fo]3k &S At Esch et al.(2006)¢] A3} <

74 =  ABZAST ZEo]l 0.352(p (0.001)E YEFY EAA R GOl A

AA o} FBgFe] DAL A(ne] dBFL WAL Ao e

7159 BlEojzte AARAEG R A (1) F&S w A Folg= Tt
Ao ARASF Fol 0271(p (0.00DE Fo]skAl vEr 7Hd5E A FHA
t}. o] 213t A3} Breivik and Thorbjornsen(2008)¢] 2 ¥} < %] 3tt}.

(% 4-5) 7M4d F5 2%

Standardized A =
74 AR ; SE R p
Estimate 5
7HA1-1 | AR A o I8 0.227 0.051 | 4.416 | 0.000 | A=
7HA1-2 | B3 AL e FEntE 0.260 0.078 | 3.808 | 0.000 | =1
A5 AL
7F41-3 ° ° =" SmRl= 0.270 0.046 | 4.930 | 0.000 | A=
ERCR
7HA2 5] k= = I ELE 0.405 0.054 | 6551 | 0.000 | A=
2a=
7}43 5] k= = o 2 0.237 0.062 | 3.910 | 0.000 | =1 ¢
2a=
714 5] 575 = o 2 0.352 0.076 | 5.380 | 0.000 | =1 ¢
745 Bl = A 0.271 0.068 | 4545 | 0.000 | A=
= °H 73}' 94 o . . . . A
x*=1129.882(df=340, p € 0.001)
RHPAZE IF1=0.913, CFI=0.912, TLI=0.903,
NFI=0.880, RMSEA=0.088
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Y gtrde BAa) fstel TREA RYS ol e B4R
A= g (X% 4-7) 3 2
(¥ 4-7) ARy BFEASF
Standardized
= . SE. CR. P
Estimate
A2F4A = 5] B0k = 0.227 0.078 3.807 0.000
ol Fg A = 5] B0k = 0.259 0.051 4.385 0.000
e 28TA4A = 5] -0k = 0.270 0.046 4.909 0.000
22344 = S| 53t E -0.002 0.077 | -0.036 | 0.972
2ol T A = 5] 575 0.125 0.052 1.830 0.067
e 28TA4A = 5] 57+ 0.066 0.047 1.036 0.300
5] B0k = = & SE 0.322 0.063 4.459 0.000
5] -0k = | HIA=o}= 0.238 0.060 3.940 0.000
5] 5 7Hs =| HaA=ojz 0.351 0.074 5.393 0.000
Bl = o 2+ = BAA G = 0.271 0.070 4548 0.000
x2=1124.612(df=337, p ¢0.001)
AR ) CFI=0.913, IFI=0.913, TLI=0.902,
NFI=0.880, RMSEA=0.088
e (E 4:7) o AR ARASF FABHNN GPhEe] AT
P BAE, BHFAAA LTS, FEL TR AT AR
+ AEE 5% FaeolAl froleA| &2 ASE ey
upeba I E-EFHAG ] Al AL AATAFE, Euie A, deAEsAEA
& ABRE APA JFL WAA Raha HHuTolet wAEE
AA 3 EFE FFS v B 5 QT
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