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A1A A7 HaA

= AdFTol ehztol wel B2 AtdEo] &t d& =9
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1%9 M SO s o/ SHE oprlstgth EF F 5UA
TE NG 250 Fhs dUAEdA ddHew ARA, FAA

S z=AY o] g3 o] Aol AH Axzo] Folst= AL FAAE
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Al 3 &l A

HoAFoe AgATE vtgog ‘Ax=AEH Hua IES ¢

) ATE wad e wAel N7she FHA R HoF4A

2) Azt FAA (Procedural Justice)
B oo s APATs v Axz=alee] Auz 52 g

gk Alagloluy Ao el ao] A ztsh= s o R Foslt

3) 4324 FAH A (Interactional Justice)
AT APATFE vt o Ao 3| B A AxE=AYH
=

A90e) gefel sl wAo] Azt FHAY O

2. A7 o A (Customer Affection)

2+ ATl AFATE o R uAe] AxzAlgd fis] -7
oy Ao g ew Ao
3. 154 = (Customer Loyalty)

HE oAFoE AgATE ntgo g ‘mMo] AF=AET AT

Aol g A&H oz olgetug s dFd PF vz Fostart
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A 2 o]EH wF
Al 14 Au2 A3 (Service Failure)

1. Nz Ase] Ada A

Aujzo] digk §teld o= EAEHA FAN AT FellA] Auj
o] JMd-e vl du A Al AFEHETE Anjzo] didk Hxe FeojE e
ARG 271 FdkAed s AYHAT 1= 1940 AFH S TR A
AR, 22H(7FE AR]D), 3AH(A R AR EFRETHA AR 2ghE &
g U oA sl AFEEAFE sHaL, o= e ofu’e] §of
Z 290 olF wEuAYPIE MuAE ‘AME H& AFTHAY,
AFe] Fuje} B AFH= FE, He,
7, 2018). Mujsatde] W ghe] uwhe) thekg At
1227} Aol5 7] Al &3t Kotleret Bloom (1984) AH]|AZ
I GdEel A AlTE F A FIAQ
| 252 AFG BRFAAY BHHA @GS
olgta Festeith. Gronroos (1990)E AMH|AZ ‘a7 3}
|22 AFAL Apolel] WA= thAh FE A A4S 77 due @

2 Aostgitt olAd UiF-iEe] gAES AMul~E B o],
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BEAd AHaE Agets do] v Tl EetaL, o9k 2
A 9% 5 e ddo EHett

AMH 2 A9 (Service failure)= ‘AWrH o2 AMH| A Ao a7 9
WSS Aol Al w3 Aow, M AlgA] RS g

TAE S 7= (Colgate & Norris, 2001). AH]= A3l F=2 7|4
A =] o] &(Expectancy-disconfirmation theory)S 83l nlglR A

\=]
i3
==, Bell#} Zemke (1987)%= aizo] A|lgube AMujxaEZAd ths] =}
A

Bateson (1997)2 24 ¢ 7|t o]stz Holxl AMH]29 A3s AMH|x~
A2, Weun 5(2004)& AH| = Aol lo] HH|= F2o] 174ef 7]
ol M AA ZPe WE Auj= A2 Bokv oAy 7 Shokel A
© Ao BERtSg dodj= AHl A Auffo] w3 w2 A7) o] Fo

7] ¢k tH(Smith, Bolton, & Wagner, 1999).

Aulzs Asle Auzzk AZE T, ATLE BE TR FR 5
Qo sl vhebd % gtk olel Smith $(1999) Aulz dd 5

e Antd Ass B4H Az rel AAStGh Avk Aue
A dop Akt 2o Y Auzel G £BS AN A 2

o As v, FA-A Huj= MuaTE AeEs WEe A7

el 2<elo]t}h(Keaveney, 1995). o]o] ¥ =Fof
g e AHAs AE A9 A & BT F JEA A EE A2

oml 9l wHgeletm & 5 Ak

_10_



Al 2 A MU~ 3] E(Service Recovery)d X Zd &

A A (Perceived Justice)

1. ARl= 359 7ids 49

i
£ 3587 A3 =85 stA ¥k Gronroos (1988)+= A1H]
e AMulz AeA7E Aste= Ao dEs AMP|a 3Eold &gl
Mul = A= 98 5 Qe Aol Ak oo y[ge] BHAQl 3 EHef
= TS =¥ AR[AE 0% s He A A Asko]l vEhy
Al @} (Recovery paradox; Kelley et al., 1993). =, a2 3}o] FA 2ol
HAE FAetaL, AR EE7] e A AHl = 35S Alwgsts A
= 719l A ol W T2tk doltk(Gustafsson, 2009).
AMul 2z Aol s MHlA AlEFAE AlEE o] el 7|t
gz kv o8y o AZskA BEwrES A E=th(Alexander, 2002).
of & 5 Ale] A7 g A7}
2o AdEAva =2 uAe o wEstal, SRV o mobA =
(Ha & Jang, 2009; Valenzuela, 2014). AH]2 3]&
As FASaL A7) 7] 918 A FP o]k 7] 3] o
t}(Michel, Bowen, & Johnston, 2009). Goodwin¥} Ross (1992)%= 4]H]
2 3o gt uASS AP IS FASA ¥ LASEY A

>
=
)
re
4
|
o
Ol
2L
4
o
e
(12
<

o4
o

_11_



B A @Akl oEl o £ Wrbg avta skl
el A ol Fol R AHlz FHEo] BE =TS Ay
B2 (2000 AT hel vlE) EE B Beo] 4T
ol y

o] Au 27t Al

%
o@
g
—V‘—L
=
i
ol

pA SN = = =
Mol A zksk 4 Qdokal sFAth Eek uhg A (2009) EE] HAETG
MUl 8 & A a5l FAALS AN4EFE e 2 a7l FAHET}
Folrtta &tk BEI AAT(2011)E Au|2Ad B 2

A Zd FAA (Perceived Justice)

AUl 28 3 & td B ATES 38 A4S &8st tH
A k(Miller, Craighead, & Karwan, 2000). 117299l FAHA AzZ+& F=
A} 3] gko] #(Social exchange theory; Homans, 1961)3 &AA o] &
(Equity theory; Adams, 1965)9 A3ttt o] uglho] Qo] AuH] =0}
E79 v&o] o] de= Ay Fdsof 3AAsITL A 7gnke= A
= 9ugtt. Adams (1963)= A= AHAlo] Fdgk o oigh

2
b e Aol 9o BE AR #8L ol W AFL =ty

A=A gt vl T A (Distributive justice)ol] ZH o] 2 23y
o] gkt}. o] F Thibautt Walker (1975)= Aul2= Ad Axle} Al =¥ o]
T3 Zcl7to]l g Ax ¥ A A (Procedural justice)S A A 3F o1,

Swan¥} Frederick (1981)=> a17o] 7 &gk AH] A 3|5 3o Ax dH

_12_
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A2 Auls FEFHRAAM MHujs Ao Sthel o

A A (Interactional Justice)

&

T A (Tax et al., 1998).

[ei3
=

3

T2 o

g

s

9

g

g
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Ho
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—_
o)

gk anjake) =

23

CFAH FAYEAA

YAlel4e] T8
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)
-

Aol Ao Mux

[e)

T

a7t

S

4

9

=
=

T

3t} (Bies & Moag, 1986; Clemmer, 1993).

RS
Ha¢} Jang (2009)

Al o] A A (Goodwin & Ross, 1992). A5 2t

NESE R RE

of



= F AR 2 s VAL, SARdE M 2 %S A= A

O 2 e

5. Ax} ¥ A A (Procedural Justice)

Mul= A s AP F olE I &HEI] AT Al EA4E W
Aol AxZF U BFetAL, ofgud ue ExtSo® ojojd Jhw
dol mi- =oh AxH FAAAE AB|A 3 & g Ajxgoly 3
of W) mAoe] xztats wAAoleta o AX th(Blodgett, Hill, & Tax,
1997). o] AB]2 3] E3A
A (flexibility) 2} 22 &2 4 GAoly, 24 wjEe 22 Zolgt
a2 8 4= 2 H(Clemmer, 1993).

HT 50 B2 7I9Eo] Aol F&EE AlFo] AV AVIAY =
2 AR HAYE Aol FE UES dFAY F5 udk Anx
A& gkth o] gk olfr= A o] Azt AAA Aol e wh=E
I AR AAH U7 W
1999). o] AL A=A = 384 Aol e84 HAYN Fo3 &
Aol dvkar yepgtAlvl w2 29 AgSd = dAE 3ol A
&4 ALE EyY RS e AR
o odekal v (s, A, 2011 RIEA,

I

%
zzAE e Al FH8o] @ A4 A7kl mAe] 17t

X

) 7] A%, WS4 (responsiveness),

2
Q
=
Q
—t
@)
ko)
@
DN
-
-
o
2
2
=y
@
—
jeb]
—_

=l
2
o

[\
S
S
x
-
2
iny
-
2

Aol oAAw e s VA=A Ldobm Fado]

6. XNZH FAX(Perceived Justice)¥} 17 o)A (Customer

Affection)

_15_



TANE Adste AL 948 AAS FEA I Weiss et al., 1999).
Weiss 5(1999)2 H7lol & LAY, 7|99 dH=go dist date=
Aol qYHS =77|%E e, AH| A F&o tigt day Ay AH]

A HAA AL GWEE B e A Au2 5By

7} ol #AAA HIIE AXA ®©Y. Chebat¥ Slusarczyk (2005)%

(A 83, 2020; sk, Whs A, 2020).
Choi¢} Choi (2014)= °]d dd7&& B oz AMujads) 3%

>
=
aAe] e nA el gg APaR, Al BANA Aus 5u
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A 3 4 1A NA(Customer Affection)

1. 327 o} 4 (Customer Affection)®] 71'd =} 7 <]

A 7Rk AR o] A2 34}
Adie] P oz oA gkrh(Roberts, Varki, & Brodie, 2003). L7 ¢]
Z1dell tall R8s 2z A v 8% dojy, uAFHAEY T4
A FHYEE o7E 7 e ddgaclel7]E srh(Yim et al, 2008).
Ngel MdS ARSlA A, AR Ade AT EolA FE OAREE
stom, gL A (ove) T} & (passion)d FH 5A F strfolH, A}
sl oAl 2ol HEF(intimacy) U= LAHSIA AdAHI
(Myers, 2005; Sternberg, 1988). 7| deoly B o st A ofA- A}
go] stztgol 2o 7|9k gt} Sternberg (1988)9] Aol AHzhd ol &
(A Triangular theory of love)oll W= Abgt2 A7 G4, dAilolg}
= Al 8A4R ol FoAAdT. A2 AbEel QXS WYV = st
Hl-golu} 9j3dol tisl AdetAl b= s ok webA AR A
< AEHA #A IS 4 gtk (Kelley, 1983).
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=
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Al 4 2 17FX E(Customer Loyalty)

1. 24 3ZA % (Customer Loyalty)e /N2 3 A9

Howard, Kerin?} Jain (1992)2 7]19e] Alqfads fFXst= AHTH
71E IS FAE Aol v a&42 +guolgta sk HEg
Rosenberg®} Czepiel (1984)2 7]1& 1S FA sk Ao Alqf

fASE Anc 6ol wgdtel &t vk stdrh oA 1<)

IAFTAAEY gt x7] AFE A EHE, Copeland (1923)& = F

A=dl, 1= A8 AT A == HEE AHEE AL ofy A Cl

= %2 A (Brand consistency)’o]gtE S ALg35le], o] EA H
Ao disf zt= Aot Fejdsdd FdFs vE 5 dvaL &3l

TAEE AZets AFoly AMrAE AEH o R FujstAL, st

Aez | Eolx 2H(Oliver, 1999). Morgan¥}

Hunt (1994)% #AE] T vj=s o=z 7Hx] e #AE A &start

H
e Setar Foetdal, o FA(2016)= TR FAEe #dHE =
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= B9 AT #AE T AoEA qAMEAR GG AAS
AEtE AV AHEEA deEd SR ofye HEEA #H7t
A wEste] AGE 7] AZFYTHDick & Basu, 1994). &, SAAEE XA
A, e, AAA 2 4a7MA B Egste] 84 gkth(Oliver, 1997).

-
THEE 54

ol

171 93 P24 HrazE A7) AHstE AT
35 5o o (Carpenter & Lehmann, 1985; Dekimpe, Steekamp,
Mellens, & Abeele, 1997), BJE=24 HEZ= Ao, 4%, =
gdu g 7148 A Bkt 22 A =] Jt(Anderson & Sullivan, 1993;
Boulding, Kalra, Staelin, & Zeithaml, 1993; Zeithaml, Berry, &
Parasuraman, 1996). oA} o] ©(2007) olelgt A AFES v}
Hom IAFAHAEE ATFuoE, 384 AR, dEorr HEst
.

T2y Soderlund (2006)+= A4l ATF-olA BHEE AEsiA T4
St =of A2 EYeA HFEol sttt B o FAAE] i
TdEs Eet= As ddfof dvta Eekth 3 v AN AT E
ANME FAHES & R AFsAtHCarpenter & Fairhust, 2005;
Sichtmann, 2007). Dick®} Basu (1994)7} #|¢tst =4 =9 Fxd7ke]
Aol digk x4 ol 5% BY AgE5°] 74l MAe SAHAEY IF
S A3 H(Carpenter & Fairhurst, 2005; Sichtmann, 2007). ©] & w}

oz B ATdAE nAFYEst F44 FANEE mE TRl

o

N}
R
)
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oX,
H

(Customer Loyalty)¢t &A% T+ % (Positive
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A5 A FAA FAY =(Positive Word-of—-Mouth)

1. 2AA FAH Y E(Positive Word-of-Mouth)¥ 71d 3 A<

Mu]| 2ol A FHE AHery F2 AFdol gl d =, &
A, 2015; Hartline & Jones, 1996). 7+ (0 E)S & 2 JolAq ¢
o7 AFE ouEA AR AAAR01I5)S FHIEE AH| AV}

A3 Az tE Aw U S o2 AEEn FAHA BAH 9
As wdsteE 52 Yrsta k¥ e, Maxham (2001)2 <44

FANEE Aol Auss FAT E dNstg A o
B oA E F44 FANES A Yol U@ Bt olF F

=
WoAREd 244 BhANE uBstugss due gostud @

stal, 218 7F =va & 4 9 th(East, Hammond, & Wright, 2007). $-
g7F ou g ARE 37| g8 FH AMgECdA 2R AY, RO, &
A wYo]E ZFrolH & ol f7 o7]d = Aottt Murray (1991)%
AU AELS HAETE AFe FREGE o2 AlgeA 2 ARE 4
Azgivta sl A2 AFrUAleld ol ZolAe 3ol &HAE
o] gl AHE FFS vH F dva e, o= 53] LHAE
o] JWE AR F1, Hrlelw, vy AAAS sty 2 QS 1)
At &9 Brown & Reingen, 1987, Money, Gilly, &
1998; Silverman, 2001). 3+ FA & 5o Fost= A o] Fa
He Ads g2 o 52 39 E 8 Hed o ¥ =2 59
I S GAEA Tev olH e thkdk ueks Fa o gk W
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om HE ¢ olgdE HFZH F% JtH(Chebat &
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Slusarczyk, 2005). whehA] 17 o] X H] 2o o
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A ¥ 27 F AL o2 o
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t}(Maxham, 2001). Westbrook (1987)2 Aoy} Aulo Wik A4,
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%4 = (Customer Loyalty)
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4, A F 49 T (Positive Word-of-Mouth)
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Abstract

The Effects of Perceived Service
Recovery Justice on Customer
Affection, Loyalty, and Positive

Word-of-Mouth in Sports Center

Jaehee Lee

Global Sport Management
Department of Physical Education
The Graduate School

Seoul National University

The purpose of this study 1s to investigate the structural
relationship among the customer justice perceptions on recovery of
service failure in sports centers and customer affection, loyalty and
positive word of mouth. Many companies strive to offer high quality
service to succeed in the intensely competitive business environment.
However, companies cannot utterly avoid occasional service failure.
The same will be true of the sports center. So, It is crucial for
sports center to successfully deal with service recovery. This
recovery efforts help customers build deeper positive emotions toward

the sports center than before. This emotions influence customer’s
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decision of whether to remain in a relationship with a sports center.
So, It 1s important to understand the customer's emotions after
service recovery. However, little 1s known about emotions of
customer after justice perceptions of service recovery.

Therefore, The present study examine the effects of customer justice
perception on customer affection, and investigates the effects of
customer affection on customer loyalty and positive word of mouth.

A survey was conducted among the customers who had the
experience of receiving the service recovery efforts after service
failure(n=184). Descriptive analysis, reliability analysis, confirmatory
factor analysis and structural equation modeling analysis were carried
out to test the hypotheses using SPSS 26.0 and AMOS 21.0.

This study suggested that customer affection 1is significantly
influenced by perception of recovery justice. Perception of interactional
justice and procedural justice positively influence customer affection
after service failure and recovery. Whereas, distributive justice does
not had a significant influence on customer affection. Second,
customer affection had a significantly positive effect on customer
loyalty, positive word of mouth respectively. Third, Customer loyalty
acts as a mediator between customer affection and positive word of
mouth.

As a result, sports centers should provide procedural faith, confidence
and appropriate response to customers who had experienced service
failures, and should strive to feel justice in various ways as well as
material compensation if service failures were serious. This will allow

customers to form feelings of affection beyond mere satisfaction, and
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will play a pivotal role in increasing loyalty and word of mouth

intentions.

keywords : Service failure, Recovery justice, Distributive justice,
Interactional justice, Procedural justice, Customer affection, Customer
loyalty, Positive Word—-of-Mouth

Student Number : 2019-23573
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