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The moderating role of trust on the relationship
between perceived service justice and customer

citizenship behavior in the hotel industry

Hong—Ju Moon

Department of Business Administration
Graduate School of Pukyoung National University
Supervised by Professor Jae—Kyoon Jun

Abstract

This study investigates whether service justice influences trust and, in turn,
customer citizenship behavior. This study argues that distributive justice,
procedural justice, interactional justice influences customer trust. Furthermore, this
study argues that customer trust influence customer citizenship behavior.

For this purpose, data for this study were collected from hotel customers who
use at the luxury hotels in Busan from March to April, 2016. Usable responses
were obtained from 231 customers. The acquired data was verified utilizing a
structural equation model.

The results were summarized as follows. First, distributive justice has a
significant positive effect on customer trust. Second, procedural justice has a
significant positive effect on customer trust. Third, interactional justice has a
significant positive effect on customer trust. Finally, customer trust has a

significant positive effect on customer citizenship behavior.



Following a discussion of the results, limitations and directions for future

research are offered.

Key words : service justice, trust, customer citizenship behavior
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