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ABSTRACT

The purpose of this study was to identify the customer dissatisfaction types by
demographic characteristics, and examine the effect of service recovery justice on the
customers' satisfaction, in order to construct the efficient recovery system for the res-
taurant service failure. Also, another purpose of this study was to analyze the effect of
customer satisfaction on the word of mouth and the repurchase, and so devise the
information measures for the positive relationship between the customers and the do-
mestic restaurants.

According to the results of this study, the customer evaluation on- service recovery
could be explained by the concept of justice. Also, this justice influenced the overall
satisfaction on service recovery, and further the satisfaction on service recovery influ-
enced the subsequent positive word of mouth or repurchase intention.

Key words : service recovery, customer satisfaction, justice, repurchase intention, res-
taurant.
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