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Abstract

The focus of this study was on service recovery process of domestic internet fashion shopping mall, the purposes
of this study were to extract perceived interaction effort and service justice with the recovery factors according to
service failure by literature review, and to empirically examine the effect this variables on customer satisfaction
with complaint handling and loyalty. The questionnaires was administered to 236 internet shopping mall customer,
who has experiences of dissatisfaction and complaining behavior after buying fashion products. The data was
analyzed by Cronbach's @, confirmatory factor analysis, correlation analysis, and structural equation modeling using
LISREL B8.30 program. The results were as follows, First, perceived interaction partly affected serviced justice
consumer. Interaction effort on the part of consumer negatively affected interactional justice, but didn't affected
distributive justice and procedural justice. However interaction effort on the part of shopping mall positively affected
all justice. Second, distributive, procedural and interactive justice positively affected customer satisfaction with
complaint handling and loyalty. Finally, customer satisfaction with complaint handling positively affected customer
loyalty. The implications of the research and directions for future researchers were discussed.

Key words: service recovery( A1 8]~ & 8), perceived interaction effori{ X} 28 42 2§45, perceived service
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