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(An Exploratory Study of Fairness Structure in the
Context of the Online Shopping)
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Abstract Since fairness issue has been found to be important in many different business
contexts such as marketing, organizational psychology and management in general. The
purpose of this exploratory study was to identify the factor structure of fairness and its
effects on customer satisfaction and word-of-mouth.

In this survey, we collected data from the respondents who have experienced online
shopping from 61 online shopping companies. The data were analyzed by structural equation
model using LISREL 85. The results indicated that faimess has a four—factor structure, which
ts composed of distributive, procedural, interpersonal, and informational fairness, which is
different from three—factor structure. In addition, perceived justice as a second-order construct
were found to have a positive effect on customer satisfaction and word-of-mouth intention.
The study suggests that online shopping mall should increase customer satisfaction and
positive word-of-mouth by enhancing multiple aspects related to fairness.

Key Words : Four-Factor Structure of Fairness, Customer Satisfaction, Word of Mouth,
Interpersonal Justice, Informational Justice, Distributive Justice, Procedural
Justice
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Reichfield®} Sasser (1990)& 7
D AjAts A &4 =
A v ab] HEiA e FF Fuj
ojvf FEiRIEE PG 3k%Y
L‘HM*OWHﬂﬂH:kglﬂ%ﬂw:ﬂﬂ

flo K

ﬂ

g W7hskeE BAl o] Bt Adte v g%
o W& FFS WA Aoeg Ay AFea 1
A5 Jdrh(Maxham MM$¢ Netemeyer, 2002;

Bagozzi, 1975; Blodgett et al, 1997; Tax et al,
1998). ol g AellA anArt A ztete A
AE v B oA 2 Ake] PFFS ol s
Ta AR AAFHT JE AL e
Bagozzi (1975)¢] X347 #AL =7 A
2 & AFE (Oliver$t Swan, 1989; Blodgett
et al, 1997; Tax et al, 1998, Campbell, 1999;
Del Rio-Lanza et al, 2009)2 AL EwjzA
’d(distributive fairness), & x}34 4 (procedural
fairness) 1#]il  AF& 2834 A(interactional
faimess) 5o Al 7HAZ FE sgy. = EaF
AL Ao Anz, Ax FANLS 1 BAo|
Mol FAFeR Tlm FEFEEFREL A
HAo e e gz AR3 Ho] dFE o]
$th(Alexander®t  Ruderman, 1987, Bies$}t
Shapiro, 1987; Clemmer®} Schneider, 1996;
Bldogett et al, 1997, Del Rio-Lanza et al,
2009). olH & AFEY FEHA A= FA

3 9] "1]7}7\] Ao tsl o] TSIt =

]L__

=
A A (mterpersonal falrneSS)JJr ! E% A A

el

(informational fairness).% Al&3 P} AR 2

AAol=h, A dstolld ruAEdA 150 B

AE 7HA A g AEo Y MulAd uie AF
ot

3 AFRE] ATHE 2HE Fao gl

(Bies®} Moag 1996; Collquit, 2001; Kernan¥}

Hanges 2002). 28y AR 3 #d A4=
- A 3H ot} Mattila®t Cranage (2005)9]

M2 Ege A7 IR gFojhony A
LR R iﬂO} Y7hA) 2] Ao o

= AAEA Eaka vk ey
43 Lee et al. (2009)° olgigt Wj7kA] 2 ¥
AE AFHoZ A, o] v7HA] 2pYo)
7HAE =23 #A(nomological net) & A Z s}
AA AT Mk B AFlE FgA Hae
TEE o] ARG AY BAHNAM AHw

ARG AY v A7 A ZFeE b)7bA] %Xé"é
| AR Ao A= JEkel lsiA

AFATE stz 3o

Al
=

|

o

w8E Jgoln g w}aw, 294 Faol
ge AREE AR olsl /9ol 2R}
Azee FAHS FHAII SN o
Rl 2HE RFolol AT BHty 2
FAY Aotk wepd, ® =T AAE o
gom WAY AL FPtE APAEA)
Be 552 % 5 e Aow 449

Al gRYe A2 AlFWE el
Al AFste 344E Ead old@ 3
G,

AEE 2HAY 7193y AeAg, Bt
A, 28l Aujs s

g4 el oM FHgHTh

M} Netemyer, 2002). A B2

Aol ZaA U An|xke] A Agoﬂ 3k ut
of #3to] ikt MAAF7F AT 537, A
H]Z:—‘E & A (intangibility) &2 <18 2 w|n

=R
b Oi ﬁ& AZdel slef ’\Hl A=
thorsl ukeo E‘”
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¢} Berry (1998)& “AH|A= Al w9 w7k
SHAl §kE-gtoh Av|RbeE Apalo] FAIA WS-
2] ZPckeE A I A LAY
SAsetx] ge=tt’a vl Schneider®t Bowen
(1999)el W= “AnA7E 7Y =REY AF
o A (outcomes)E FAA =z &u Bo
ETAHA AZtE o o ZAsA weso a3

i de Ruyter$} Welzes (2000)¢} dFolA= A
v 2 FAAd gigk 1AF 3 Eo did v)ue

AT FHURY AFE vE o s BAsY 7]
Aol G71A0 BANE FFE vAdn 31y
o} ol xslel AAHL2(2008)2 H|E #H HX}Q} 2]
HAQ dide] gle 28d AMdAax=
3R (R dFdAME FRs E}]?_%";‘é"éii
el 7 7]%’“"]"’ FQa3 An

ATFejd o= .
TR EE §7] AT Adamsd FAA 9]
E(equity theory) 2. ZHE AJZH Q. 27 =
2 #(outcomes) ol gt Aztd 34 A (perceived
fairess)oll FFHULH ol A HHHJ“;‘“*

o2 Ao}t Adams (1963, 1965)= 711 &
WA A3 Hohe 2o 9 div] Z 3o Eﬂﬂ
Ao T8 o JAFsotn Pk ol
A Aol #EAS FALL Mg A, %
e g5y 3Ed g 43S vH A
THCohen-Charash®} Spector, 2001). °]& 3t
28t Fold AFET d#HA wAGA B
g AFEL ANAVE AES MES FUL
2 A 1 Ao dig AvaEe Az
WEgdel nAREI A" Myl 3
Y ATu gxd JFE wHm FUT
(Oliver®} DeSarbo, 1988; Huppertz et al., 1978;
Vaidyanathan™} Aggarwal, 2003).

Adams®} ol# stAE9 EulFTAAAT o]
5, gAE2 AYgAFgto] obd A A o
3 AvjArt A zbeteE FA4AQ AT AA
F94E& A ASYHThibaut® Walker 1975).
Leventhal (1980)2 o]2jg A3 AHAHE R
3t7] fste AA, Hx, REVFY dHAAS
ZZ3Pvt wHA" okl HAFAHAHS An
2 A7 9 Av|AET ARE HjHoR

N

MoHe B oo rkﬂ

T2 dFHogh WA ARjA A7teH ##
AFd A e Clemmer (1993)7} AaE&FA Y %
dozA FAA, 7Nz, veA a8a &8
AL AFHow AASMaL, Hui®t Bateson
(1991)& A&u| A7 A 7he AAapgAdol tigk =t
AT Myl FA FAAL 4F

N
o

S #v1 F9Y. Blogett et al. (1993)2 17
o] EvtA MR HATAHGY FL4E A
33, T 7o 2 Au|a9 AAA, ¥, 2
g dxe HAYF T AAITAHAY 8R1e=
AA AR, Katz et al. (191)%= 49 EH
HAA-AA7 BEFAsivial A4 o o 73
Aol Hk2-g fusitiy Pk E3I Tax et al

(1998), Homburg®} Furst (2005 8|1
Karatepe (20060 %9 ATolxe 3JEHA7}
g FAETE =7 AHAEY HEEE A
A &Y HeE AoE YEhth

TR A9 FAAA W =4 Adsty
upA| B Hoko] AT o]F Bies9 Moag (1986)<
AR LFTANE A 0}°ﬂE’r(Colguit’t 2001). ©]

0

% Tax et al. (19989)2 #7A ATFES THEIA
Ao gFAGgol ARV M= A, A
BAE, doyg, =8, FF Fol F& allolzt
I FAsA Mooreman 197 e d%
RS oA ETAHYL AATHAY dFo
o Ao 2AYPgts Frlde BFEdvn F
2 aA T, o] A& (e Blodgett et al,
1997; Tax et al., 1998, Del Rio-Lanza et al

2009)2 4sAE FAHAHol e AdoEA F
w3 AgE s 7Y F33 Ao
AAFZH FASHA AR EokolAe A
IALFALL 28 AER HAAAH AMujx
A7HEE AFY A7 AYHAG AA, 7Y
I AH|ALY] Alolo A tiE HELS AH|AY
E sldgdA A olr] WFl(Jacoby &t
Jaccard, 1981) FQ&3ta, 2 A Ao HA
g Bt gldo] o]Folx By wMEEE LI
12(Davidow, 2003; Karatepe, 2006; Tax et al.,
1998 /\H]x]- ,] EEEJ,]. A Al H]—Ooﬂt: =
AR AdEgE T A tH(Blodgett et al,
1997; Goodwin¥ Ross 1992, Del Rio-Lanza et
al, 2009). &7, Parasuraman et al. (1988)2 A
H 2 QI7L+HE dvjRrel ozt Alo]e] “XA
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9] #ZHmoment of truth)’olgtil &g, ol
o8 We StEe AuA QFbSE A A
283 #A¥e FAAgel v Fod TS
gtz s} o5 SAEL HFAEFAA
AW ¥4 (Parasuraman et al., 1988), ~18|iL

A2 QIFLEEfol A o] T<E(Bitner et al., 1990)
a8z Mulx F2 Hrte Zfb“(ParaSuranrlan et
al. 1985)° A Al J&+S Fobar 3

22 7tdel HH

Ht 22 AdEgteAe] T ATFES B
83448 Q¥4 (interpersonal justice)
AR F A (informational justice) 2.2 £ ©] A
Rar, 1 A )Ee] B/ AR/ ST A
/A A QYR B E A4
1oz e oHColquitt, 2001).
}014 :gzgxg h=R = Eeh

Hm

el AZEA AbelA
of U7k Ak

Greenberg

. ] reenberg®] +% %
Bies$} Moag (1986)9] A48 wlgro & Colquitt
(2001)2 W =& AFolA, dUdTHALL 8
T Azl A slijle] e TAHS U2 HEY
A dEd AAA Figle]l AF gt

Greenberg (1990)+= - A
2 dArsbad A9 A(ustification), A
(truthfulness), <7 (respect) 18] E}

o}
(pmpﬁety)sq g7t4 zelozm BBs = o

Al
ol5g MYAHRTAAD S U (AT AEA) L.
2 ¢E=39. 183 Greenberg (1990)= o] T
Hrgol 247y 5964 aclolzgte A4S AFHe
2 50338} Colquitt (20008 29248 ¥
A Ewl, Aap, i, aEln ARFAHAY T
HIZER] Ak g0l 747t 5y Aoz o3k AYdE
olm, olE Ztzte)l FAA Ade g AdEs
A& = qvkn FASA T BT -

B

# Fnstrumentality) @ 722 Z3 HAZ
AA-YHFre 2R E o Y458, duds

W

$o3= FERN O N, ARFTAA A
o] A=A, ol#EF Fo A=A dFgr =
Tabm, FUsidE WA Lo FAA O
& oq_?b olA HuElx &5 Yok

WA vpAE #H ATES ST AY o
TFol A ARG AHAZF] FaIThaL FxH
SA, AAZe qAdTggd 20 gFof

SvH(Tax et al, 1998). d& E°} Blodgett et
al. (19972 Hzz833849 Mdst agdelA
oAzbA %ol AFEAL E4, &9, F, 1
Ha dogutE 9 WHEgES 45
(Maxham TI Netemyer, 2003: Blodget et al,
1997; Smith®} Bolton, 2002). Z1#{vd 4l2jg <
T e JeResAge] A ddsE Fv
M Fod adoRE AEAN] BHEg A
Agolgtsl 3 THThibault®t Walker, 1975
Folger, 1993). Zuj#abe] Ful#A-S &Hzb7t 7F
AL e AF L Avlzd gigh FE 2 A
S upgro g o|Foix 7] W&o, 71dH MR
7 Are H5usg A He vA" 34
oloi}q“‘; 2-15]_—1—24}\%_@ %Q_L} Q‘J1E‘g_ ?51— 740’[\:].
(Mattila$t Granage, 2005). EE AdH|Al= 24}
& JAAA S shed o AAs duE vt
2715 4 Aoln ]?QO] Agste AF #
Au) 2o gk ;‘41‘%—7} BEeigd g AdE
BE3Agsidn =2 7hsAdel ddoke Aolth

]/E}OJ ‘;zoglg, H],t}01::7 2,3 O:}"?oﬂ)qb f;:ﬂ]
Z 7} x| 2+ = TA AL _,quﬂ x%;(}. ‘:le, for )|
I ARITRAANY WAR FAE Aer 4
stal thge) 7HA-g A A S T

E-s

Hl: Anate] 3" xzke 2w Az g)ol
2e)a AREGAS vz eln 42 %3
o5 FAH A& Aot

el }7} Vnﬁ‘“ FAAA A
(overall fairness)& A3t 2 Hodl= w7t
o] =A< 9 221(Second-Order Factor)
5 PAHY vy AyATES AAlsta
Atk F, Aukd FAAHL Azl vrbA Ade
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Tax et al. 1998)% 1219] F 42 =(GoodwinZ}
Ross, 1992; Oliver®t Desarbo, 1988; Oliver$t
Swan, 1989; Campbell, 1999; Huppertz et al.
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Z o (x¥/df=9.78, CFI=0.82, TLI=0.79, RMSEA
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