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ABSTRACT

The purposes of this research is to propose trust recovery model of smartphone applications and
to examine the moderating effect of service type on the use of smartphone applications. To
achieve research purposes, we suggested service failure type using the scenario technique and
empirically verified by conducting survey. The results showed that the procedural justice and
interpersonal justice have influence on trust and trust had an effect on the all quality factors
(system, information, service quality). Also, information quality and service quality had an effect
on the customer loyalty. Finally, service type had significant moderating effects on the

relationship between perceived justice and quality.
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