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Abstract The objective of this research is to develop a measurement instrument for service
recovery quality in the Internet commerce setting. To this same end, Parasuraman et al.(2006) have
devised a scale called E-RecS-QUAL, which we revised and supplemented to develop another
instrument named eSR-Q. To guarantee its reliability and validity, this instrument went through the
refinement and validation processes for internal consistency and construct validity in terms of
convergent, discriminant, and nomological validity. Our final scale consists of four dimensions including
responsiveness, compensation, contact, and apologies altogether with fourteen measures. Overall, this
research deals with the related research background, the scale development and validation processes, its
limitations, and future research directions.
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Z3 tEo] QA¥A(Factor Analysis)ollA 3%
E9 QA A (factor loading) HE-& HAEITo=
A 8 B34S HA5E 4 JrHParasuraman
s, 2009). shvbe] JiEE JeiEe dEE
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dhe EFFE . EA, B
(discriminant validity)2 /@4 o& -fFA}SH
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249l 2 893 89l 4
0.0900 | -0.0419 0.2118
0.1738 0.0341 0.1023
0.1692 0.2458 0.1364
0.2496 0.2710
—-0.0656 0.1839
0.2266 0.1212

T AgdE FEA 60.07% E2EA HAEA Kaiser-
Meyer-Olkin &% .817; Bartlett®] +34 #A
A Fhol AF T46.259(AHrE 91, p<.000)

B4 Agstg e, w4 dEF Al FEo
Abhe} wh-g- Zpel wxp AAEHJCE w4 FE
9] QAAA 2 W& el 05210, A A
o] 041599 & RAT A FES AL 2
o 06975, ¥H-& el 049979 #& HYTh
24 E-RecS-QUAL 352 whg4 3gHL 1
Wgo] “Fujrzt & WPHR] FS @ LA 3ok
A S LHFANZA ALY A2 ®BI] o
Ak AlE Qe 8AHA gre] ZA YERd
RAolt}y, At &9 ALE 1 dgo] “AApt
o7& FAlol tiEl AP ZA, ¥ 2L
SAFA ghel A et AHETE A4 A A
H| 238 FFolgls HoA Wit AAo] 23
o] & = glal, ZEe] AAL 7|Ydo] AMu|EA
of &7tz Wkg-S R o ¥FSorE AgoR
#AgHT o] £ &g AYsd vHA 147 FE
o7 QRAMS o <F > e HAFAgE &
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2 whg AdozA wkEl, wkg2, W3

el 1 ,
W85 5 47 5o A4 FH3, 29 2 HE
Aoz HEL HEF2 HES HE¥4 T 4 =

o] &7 Bk T 29 3& Al AYozA A}
72, A3, Ala4 FE 29 45 BA Yo RA

o
A BAT. oY gD B /U8R gtk

0.407™ 0.284™ 0.158
0.347 0.365™ 0.216"

0.357" 0.347"" 0.339™

0.452™ 0.419™

0.421™ 0.156 0.334™

=R 0.330"" 03117 0.323™

BAM | 0496™ 0.309™
H31 0.266™
g4&2 | 0304™
&3 | 0338
H&E4 | 0503™
Ab}2 0.316™
A3 | 0.219°

A4 | 03857 0537

F "p<05, Tp<01, Tp<001
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