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The Effects of Service Justice on Customer Citizenship Behavior and Badness
Behavior in the Hotel Industry: Mediating Roles of Perceived Customer

Support, Customer Trust, and Customer Commitment

Changhyun Chun

Department of Business Administration, The Graduate School,

Pukyong National University

Abstract

Many studies have established relationships among service justice, perceived
customer support, cusStomer trust, scustomer commitment, customer citizenship
behavior, and customer badness/ behavior; however, few have ‘examined these

relationship polysynthetically.

Thus the purpose ‘of this study s to specify and test the structural
relationship among service justice(distributive justice, .ptocedural justice,
interactional justice), perceived customer, support’| customer- trust, customer
commitment, customer citizenship behavior, and customer badness behavior in
the hotel industry. And we established 17 hypotheses to test the structural

relationship.

Using data collected from hotels in Busan, we empirically examined the

relationships.



Tests of the hypotheses were performed using a structural equation model.

This model also reflected a good fit to the data.

The standardized solution estimated by the AMOS 7 program was for
interpreting the structural results.

First, distributive justice is founded to be significant predictors of
perceived customer support, customer trust, and customer commitment.

Second, procedural justice has a significant positive effect on perceived
customer support and customer trust. But it has not a significant effect on
customer commitment .

Third, interactional justice has a significant positive effect on customer
trust and customer commitment. However, it has not a significant effect on
perceived customer support.

Fourth, perceived customer support and customer -trust have significant
positive effects on customer commitment as results to test-the relationships
among mediating variables.

Finally, perceived customer support, customer trust, and customer commitment
have significant | effects on customer = citizenship behavior(positive

relationship) and customer badness behavior(negative relationship).

In conclusion, we would like to state the following the results.

First, service justice does not affect directly but affects indirectly on
customer citizen behaviors and customer badness behavior via perceived
customer support, customer trust, and customer commitment.

Second, although three dimension of service justice can function as
antecedents on customer citizen behaviors and customer badness behavior via
perceived customer support, customer trust, and customer commitment, their

effects are different.

_Vi_



Finally, this study suggests important implications for both research and

practice for the hotel industry.

Key words: service justice, perceived customer support, customer trust,

customer commitment, customer citizenship behavior, customer badness behavior
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1992). Tam & Wong(2001)2 Al E Mu|2 AFA7F vl o= FF3F o]9)S
7MY & Aolgts Wgow Aot uAEL A v g3 4

e AW s Aetel Aulz AFAt F714Q BAE AAD

a7k AgulES Zolal A HE ol Hrh(e]FH, 2005).
%!

42l BAlE FAskzd Wy sag9ds sl A

Morgan & Hunt(1994)¢] A7elx TAALGE FA e askaA ol
Roew, olF JheA sl T8 S4s AL sy, AlFE=
TdEC] uEZAAEY dAHe FOo=EHA HAAFAE AL FASEH

Schefter, 2002) A= #AA wskel glo] wig- Fastr] witel] HeFA

_35_



p—

8] 2~

2007) .

502010, Asre], 2011).

ATHH

o)

=13
=

7}

|
A Fe A 4]

=

)=

A

1

Sd 2 R

=)
=

—_
o

B
A}

R

A E]

T

0
yA

of o

1t

2

THL

1
s

14 Aslo] stew o

Nd o2 golstarzt
A

_36_

19

T

ol g}
Sk ofol] 4
o] ¢kt}. Doney & Cannon(1997)¢] <ol A

=

-

she] ThFolA shat,

S

s pel

shel o}

<



7} 71del gigk AFe dEs o= ASAYE BHoFRItH(Nicholson et
al., 2001).
A= dAEAS 8% gow AFEo A ¢+=4|, Swan, Trawick &
O~

Silvia(1985)+= AlEE FwjAH(A v~ A2 ey FefaH(arz) dA A 7}t
F sast A4 eqlow Wi dwjR(AH] 2 AlFA)7F iR A) o] AlE]
£ 7] SaiX = ErbeAd, 9%, BF, AR, stoldts Al v
Ao yEaivk Hastthal ekl
Mayer et al.(1995)¢] @7l = A= #F
aEste] AlElel] s v A= 8219 AlEe] AWE FEete] RAs ¢4
shelth. ATt A AlE]
AAetaA Al Fa3 dFs A= Qolet FASAH. Chen &
Dhillon(2003) Al a2 Ao AL 52, 42, wole| apdo] o A
BE g v FEAEY ole vE o2 d7AEd
11 9 (Doney & Cannon, 1997; Lees& Turban, 2001).
Whitener et al.[(1998)2 AlEE A ZstA Bl Addqacle= dfEo o

A4, BE] AP, BA S L A9 eAET

o
12
L)
il
s
rlr
2
o,
J|m
o,
o

e

e A W

Al
o

d
:

AlEFA o™ Sirdeshmukh et al.(2002)S <& 9o IFAfdx Aol
M S Fole] AL FALY 71gel gk AE S JA st =453
Rousseau et al.(1998) Ak Al (calculus-based), ~HAZ  AlZ

(relational), A%=% A1 (institution-based) 5 e} 7Fx F3 < A7}

ki stgieh, AMA AHE LolARS HPoE @ Awolv, wAH A
B WA Az AR Fal 2b Aot AEA AH: 22E %7
s ASA P} 2AR) W] 2 He AHS Bk, EE 5L
AdE FYsHE 2ol0E ANE Nt FLG 4TS AN Agte] BE
S5 AN At FeAAR, ARy NeE Age] gl duglel A



7193 A AAY AAFA 9 oS Abolel EA st AH}TA T AEF
= w72 FAE 7)o (Schurr & Ozanne, 1985; Reynolds & Arnold, 2000),
AR EAoA A et NS AEAAE dAdsta el T8 8
AR FE

McDonald(1981)+= Ab3l4 Al T A=A 7= =92 #AZ4

%
t}. o]e} #HE3Fe] Morgan & Hunt(1994)E AlFE 13k At)xlo]
Aol F 7IAE BE 8% wi/iRigE tgFEa vk, A9 B9 =

A wARERA JE AAATAN FadAl A}

g, AR WelA AolE melth, T pde HaAwZe] WgoMu 1
PN
T

ofo
i)
kl
o,
Ir
e o
-
it
9
N

2]
AdAgacle] Hia v S T8I Dwyeret al., 1987; Crosby et
al., 1990; Morgan jand Hunt, 1994). B2 AFAEL A7 #A A, vij7f 9
Q3 gt AFskal 91 o™ (Anderson and Weitz, 1989; Greun et al.,
2000; Jap and Ganesan, 2000)," IZLZAXZ = HES =¥ ofyel 43
T AMH 2Yomi ool WHH(Sirdeshmukh et al., 2002).

AG7HA we SAEe WHE vRNde FELLSdn dn

of

o

(Lewicki & Mcallister, 1998; Singh & Sirdeshmukh;, 2000). &3] o]&gt t}
29 H Aolel #H A Ganesan & Hess(1997) &= A HFE FA s 539 =
Ade H=2A Be A2 AFgde Jidel A d3FH s BEetA et A
BE s Foers AME SHATCEE R - A%, 2007).

FAY AEAGATAAE HANHS 1A AT 8 PE (LAY
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(Pillai, Schriesheim & Williams, 1999).
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k=] e] o -(X2) & 9151 (2003)
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-Anl 2 Ao f-A4 HE(X5) Clemmer (1993)
—TAAY Al ZEA9 A AH(X6) Blodgett, Hill &
-8 FAR ] gl A7 A gl o5(XT7) Tax(1997)
Az Aekshgel s 4 gdzte] Bl (1)
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_olabael gl FAe T GKI0) o PR
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TAA Folger(1999)
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Eisenberger (1986, 1990)

QER e P
(2004)

-~aEle} AAge] ARE(XIT)

" -] Adalshe] HE(X18) Morgan & Hunt (1994)
-z tigk 417k AE(X19) A5 7+(2001)
-5 g 3t WS- A (X20)
-do] ek of Aol HFm(x21)

o s Y Aok () Allen]& Mizjr(1990) .

o 7 A . = .

TR a0 a aae) 4E) SRR
ol go] 44 Aw(XA) (2010)

o7 | -5Ee] FHE UB AFEEA o]okr|3H(X25) Groth(2005)
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HER AMGET. oleld HEv SATAA AMEEE 7P dubAl &
ol AHREE J|FoE BudA ",
<E 4-3> 8 WHHE V|EFAEA A
T EHYE H EF=Azx) N = AL
X1 4.77 1.293 -.308 -.234
o X2 4.80 1.214 -.200 -.414
R X3 4.79 1.324 -.218 -.255
X4 4.67 1.235 -.027 -.320
X5 4.67 1.259 -.292 -.163
oo X6 4.77 1.339 -.481 .398
ERe X7 5.00 1.244 -.539 -.136
X8 5.17 1.296 -.446 -.339
X9 5.10 1.241 -.465 .091
A5 Ag X10 4.85 1.231 -.102 -.159
TAA X11 5.09 1.265 -.563 .436
X12 5.16 1.231 -.491 .151
X13 4:42 1.255 -.050 -.027
A 7}l X14 4.44 1.451 =186 -.265
ALY X15 4.82 1.239 -.631 1.283
X16 478 1.295 -.292 .323
X17 5.13 1.208 -.658 443
R X18 4.94 1.154 -.448 462
X19 5.05 1.195 -.458 .261
X20 4.87 1.156 125 -.093
X21 4.72 1.468 -.357 -.155
o X22 5.04 1.318 -.468 .064
== X23 4,96 1.405 -.517 .001
X24 5.17 1.257 ~.560 .228
X25 5.07 1.221 ~.412 -.044
X26 5:03 1.267 ~A472 .034
ki X27 5.03 1.202 =571 .485
A8 X28 502 1.164 -.187 -.050
X29 5.05 1.182 -.214 -.167
X30 4.70 1.224 -.140 .052
X32 1.67 1.240 1.955 3.156
. X33 1.88 1.379 1.460 1.078
ik
worg X34 2.01 1.377 1.279 .840
weee X35 1.81 1.383 1.816 2.581
X36 1.67 1.256 2.006 3.396
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SRR EEE LS R - CR AVE
X1 917
) X2 .892 27.907"*
44 X3 742 19.235™* 907 705
X4 796 21.895™
X5 .821
% X6 .838 20.648""
474 X7 904 23.302" 921 745
X8 .887 22,587
X9 .828
A X10 817 19,918
744 X11 .867 21.883" Sl 727
X12 .897 23.126™
X13 .829
2|7} X14 .865 21.687"
LR ] X15 .827 20.215 912 723
X16 .897 22,217
X17 871
X18 856 bl P ¥
TN E e
AL X19 867 24.236™ &7 722
X20 .805 21.098"
X21 1882
X22 917 28.132°
-7 7N & 0] . i
e X23 .892 26. 444 T \793
X24 871 25.125"
X25 .894
X26 .913 29.175™
17 X27 .854 24.946™
A E s X28 .790 21.374 T e
X29 .783 91. (B
X30 67 20.245"
X32 .889
- X33 844 23-732°
%f%;;g = X34 734 18.451%* 7931 734
X35 .898 27.001**
X36 .907 28.223"
x?=2541.613(p=0.000.), df=532, NFI=0.845 CFI1=0.873,
TLI=0.858, RMSEA=0.096
a: ®&3 A%, U p<0.01
HAAMNE Eo} P BAFEL FRYA AT OA SAHEY Oig A=A
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oX,

=
upebA <3E 4-4>of YERG vRel o] HFEFGA S I AT
FHEGA (discriminant validity)< A

=
dehile AEE stelsh] A% Ao, vE Ay

LA DAES 02 Qow &
wEEgY e 0ot ge HPoR PR £ Qv A, w94 3

F A AlFa(60) S A3 sk=Ae] o] F(Fornell & Larcker, 1981),
=7, TENEE 7E Tddttie AT (e=1.0)= 71ASt=AY o,
%, 95% AFFINA - g+2xSE7F 18 E&EA S 4 -$-(Anderson &
Gerbing, 1988), ZLg]aL wpx|wte & o|EX 0 =® FALSE 72 FAMI=EY %
s AAZ ts, FUONEdE Y BAERS(,)E 12 AZAR AR
(constrained model)¥ F /W@E Fto] A= ATAAAE 2= HA SR
9 (unconstrained model) B+ AfrEE(free model) S AA8S & F Ak
X2 ARl RS AAEte] £ RAE gt (2Atel7t BAH R Fostti(a
=0.0591 A4 3.84014) 7 MEE e wHEIGAHol EAlGE oRE HE
HFH o] th(Anderson, 1987; Bagozzi & Phillips, 1982, Steenkamp & van
Trijp, 1991; wi¥&, 2006). ¥ =FolAe 3 WA WHS ARgste]
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" s 43 27k 17 FTEa]
B I B T B B I X I T R
67678 67678 A e P Y=

ol

344 .

M2k

24 0.821 -

e

28 0.737 | 0.845 -

A4

K Eant)

a7y 0.737 | 0.824 | 0.779 -

A

21 0.792 | 0.846 | 0.832 0.835 -

=9 0.757 | 0.768 | 0.751 0.765 0.810 -

A

kil 0.811 | 0.841 . 0.828 0.774 0.836 0.818 -

kS

A

B3 -0.305 | -0.324" | <0.201 4 -0.085 | -0.212 . -0.225 | '-0.306 -

s

9] <FE 4-5>0 A YERG wiep o] FATNELE AT g & @t

e A YN N
0.7160.24 “Ax BA

7 A IA (0.846) = YEF TR, o]l =S Al FEH
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Al 44 2423 2 A

X' AFRHE s A &
(parsimony)S EH 8k J= 9l= NFI, CFI, TLI, RMSEAZS Eaf 289 Zdx
£ B7ystaat gt

NFI(normed fit index)i= 7]ZE dof H]s] AStRE o] o HI: A% Q]
=7 YERA AHolwk, 1wz a NEIZF 0.98 = olnj= y)xrde vlE A
otmdlo] 90% FHASS grigtt. FE&4ES Yeus A4l A&
SANE Ao w 0.90 o]’dol¥ G=gukstria g (=, 2006).

CFI(comparative fit index)™= “F7pdol FAdsitt= 74 ES Edi=E 3

o

T x*E(central x* distribution) AFo] 7F #AF7Hdo]l Ags| o
3B g e 9HEE Bestaat Aok HlFA & E(non-central x?
distribution)& 7]HFS.2 3}= RNI(relative noncentrality index)<}
Bentler(1990)° <3l 704 BFI(Bentler fit index)& EWZ AT},

121} RNIS} BFI 3t 03 1AFo] S Hlold = 9+ WA o] EA)517] wfjio]
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o]2 wWoalmat /fEE Aotk aEEE (FIE 03 14}o]e] ke 7}

v 0.90] el £ APEE 2 Zlow Eo(uiydE, 2006).
TLI(Turker-Lewis index)+ %7] Q2AFAME 93] /NEEHA oy, F+24A
A ByS Hriste d7bA] AT o] AgE AlQbEHe] MY (5,

23 7ML RAdS dRsts 2o %o A 2 A5 V1A=

2o AFelM B 2 F k. ol
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e
o
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4
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o
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Ho
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2
o o
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%
&
=
L
0

= ]
stold 2 A=, 0.05004 0.08AFo]ol HAR HggwolH, 0.10& %

HatA HFHde Mg H7lE o (Steiger, 19903 Browne . & Cudeck,

B AT Agw BAARE kw460 JE . apndel 434
S AWHEW, (222666.5950] L, A% (dH)=5400]H ,  p-7kE=0.0000]3},
CFI=0.856, TLI=0.852, RMSEA=0.098ZM <tAl AAl¥ Fo& HFwo] 7]z

&)

E oA RS QuHos AP rrom nuwd A3 wyels o
Ay,
<E 4-6UTEYe AFE B4
FoAF X’ d.f p-value NFI CFI TLI RMSEA
A 2666.595 540 0.000. 0.837 0.856 0.852 0.098
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