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The Effect of Recovery Justice according to the Types of Service
Failure on the Quality of a Customer—Brand Relationship

Ki—Young Kiml), Kyong—Tae ParkZ), Jong—0On Baek!
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Dept. of Hotel Culinary Arts & Nutrition, Kaya Universityz)
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Abstract

In order to find how the recovery justice from the service procedure and result failure affects the
quality of customer-brand relationship, we conducted this study following pre research, its cormection
and supplement of the customers who experienced some service failures in food restaurant. We selected
the best five brands in Korean food franchise in the rank of the sales on basis of data of Korean Food
Restaurant Information in year 2009. The participants of this research were the people who live in
Seoul metropolitan area and ever experienced any service failure within recent 6 months. Of the 500
copies of survey questionnaires distributed, 391 were used for the analysis. The method used for this
analysis was the SPSS for WIN 12.0 program and the analysis such as technical statistics analysis,
reliability analysis, research element analysis and regression analysis were applied. As a result, the
service shortage factor which is one of the service process failures was confirmed to affect procedural
justice and distributive justice. It has been confirmed that procedural justice and distributive justice are
influenced by the hygiene deficiency which is one of the result failures. It was also found that the
product factor affects distribution justice. As for the effect of the quality of recovery justice and a
customer-brand relationship, procedural justice and distributive justice were found to affect the mutual
dependency while procedural justice affects a familiarity.

Key words : recovery justice, customer-brand relationship, service procedure, result failure.
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<Fig. 1> Research model.
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Ss:r‘i?;ge " Calculation error 0.822 0.702 3.088 386 0.843
Age being young 0.690 0.484
Food different from order 0.680 0.498
Too much delay of taking an order 0.806 0.656
Delay of .
service Too much delay of serving food 0.797 0.638 1.969 24.6 0.723
Waiting time 0.781 0.649
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Foreign body 0.725 0.568
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Defect of  Salty - taste degree of food 0.773 0.607
product No stock 0.697 0.605 2 791 0777
Inedible material of food 0.651 0.551
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{Table 3> Analysis of recovery justice factors
Factor Variables li:fitizrg Communality ]::/:1%161: VZ:&?I{;G CronZach's
Providing service again 0.749 0.614
Waiting time 0.660 0.572
;r:tfce:”ral Explanation of problems 0.714 0.538 3.960 30.76 0.790
Fixing problems right away 0.740 0.548
Cheerful response unexpected 0.657 0.488
Coupon 0.863 0.750
Distributive Trading stamp 0.864 0.771
justice Discount 0.655 0.487 137 2821 0.7
Free of charge 0.586 0.539
{Table 4> Analysis of the quality of relationship between customer and brand
Factor Variables lz::iz; Communality ]\E/:lgzrel V:fiaflf:e CronZach‘s
If don’t use a brand, I'll miss it 0.821 0.678
;ttj;::ce To look for another brand will confuse me 0823 0681 1969 328 0733
I purchase a product of brand frequently and use it. 0.766 0.599
I know the company well 0.847 0.729
Intimacy 1 know the brand well 0.825 0.680 2.029 33.8 0.759

I know well what others don’t know 0.782 0.629
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{Table 5> The effect of service process failure on procedural justice

Beta

Model Standard beta t-value p-value
B S.E.
Constant 2.459 0.174 14.147 0.000
Shortage of service 0.204 0.040 0.257 5.050 0.000
Delay of service —0.019 0.049 —0.020 —0.386 0.699
R=0.064  Adjusted R=0.059  F=13211  p=0.000
{Table 6> Analysis of the effect of service process failure on distributive justice
Model Beta Standard beta t-value p-value
B S.E.
Constant 1.945 0.204 9.532 0.000
Shortage of service 0.286 0.047 0.303 6.039 0.000
Delay of service —0.006 0.057 —0.006 —0.110 0.912
R=0091  Adjusted R=0.086  F=19.376  p=0.000
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{Table 7> Analysis of the effect of service result failure on procedural justice

Beta
Model Standard beta t-value p-value
B S.E.
Constant 2.479 0.153 16.232 0.000
Shortage of hygiene 0.225 0.047 0.297 4.769 0.000
Defect of product —0.066 0.054 —0.077 —1.233 0.218
R=0066  Adjusted R”=0.061  F=13.723  p=0.000
{Table 8> Analysis of the effect of service result failure on distributive justice
Beta
Model Standard beta t-value p-value
B S.E.
Constant 1.817 0.182 9.958 0.000
Shortage of hygiene 0.132 0.056 0.147 2.349 0.019
Defect of product 0.131 0.064 0.128 2.047 0.041
R=0061  Adjusted R°=0.056  F=12.610  p=0.000
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LA AT 2 Zleltt
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H3: 38 344L ad-Bas A Ao A Relct
FEFS v Flojth
H3-1: A 3948 45oEe] 93 Axn 3949 BuE 340 AroEn
A Aot ARl o3 FPgPAS A2 93 o=
H3-2: B3] G2 oo 92 IARAS AAg AFE (Table 9, 1007 2Th
w3z Alo|tk H2A FA(£=0.223, p<0.00)3} Erjz 4

{Table 9> Analysis of the effect of recovery justice on mutual dependency

Beta
Model Standard beta t-value p-Value
B S.E.
Constant 2.147 0.131 16.337 0.000
Procedural justice 0.223 0.050 0.253 4.495 0.000
Distributive justice 0.084 0.042 0.114 2.017 0.044
R=0.107  Adjusted R°=0.103  F=23326  p=0.000
{Table 10> Analysis of the effect of recovery justice on familiarity
Beta
Model Standard beta t-value p-value
B S.E.
Constant 2.822 0.132 21.335 0.000
procedural justice 0.108 0.050 0.127 2.157 0.032
distributive justice 0.034 0.042 0.048 0.808 0419
R=0.025  Adjusted R=0.020  F=4.926  p=0.008
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