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Abstract

The purpose of this study is to establish an effective marketing strategy as the marketing management
strategy by inquiring into the effect of service recovery justice on relationship benefit, relationship satisfaction
and long-term relationship orientation in food service industry with food service customers. This study showed
that the service recovery justice has a positive effect on the relationship benefit accending to procedural,
interactional and distributive justice, and the customer satisfaction is maximized through the relationship
benefit, continuing the relationship as long-term friendship customers. That means that despite service
companies' many efforts, including the establishment of a goal related to service, as their service failures
happen frequently by various intemal or extemal factors, active work is needed through the fair relationship
benefit as the service recovery strategy to deal with these service failures peositively and keep the customer
satisfaction and long-term relationship orientation.
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{Table 2> Reliability Analysis of Measurement

Tools

o Number of ,
Classification Question Cronbach's a

Service Procedural Justice 5 .866

Recovery Interactional Justice 5 869

Justice pigributive Justice 4 871

Relationship Benefit 10 961

Relationship Satisfaction 4 .887

Long-term Relationship 5 934
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{Table 3> Feasibility and Reliability of Service

Recovery Justice
constituent

Classification Interaction Procedural Distributiv

al Justice Justice e Justice
Interactional Justice7 815 152 142
Interactional Justice6 796 - 199 220
Interactional Justicel0 796 116 084
Interactional Justice9 722 .300 097
Interactional Justice8 709 288 201
Procedural Justiced 165 866 .116
Procedural Justice 192 773 08l

Procedural Justicel 238 705 215
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Procedural Justice5 248 .658 393
Procedural Justice2 299 655 393
Distributive Justicel2 .079 122 .843
Distributive Justicell 271 118 .832
Distributive Justicel4 145 214 804
Distributive Justicel3 135 335 749
Eigenvalue 3.344 3.142 3111
Dispersive Variance%  23.884 22.441 22219
Cumulative Variance% 23.884 46.325 68.545

KMO = 0.898, x*=2005.347 (df=91, Sig.=0.000)
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{Table 4> Feasibility and Reliability of
Relationship Benefit

Classification c‘onsnltuent
Relationship Benefit

Relationship Benefit6 901
Relationship Benefit9 886
Relationship Benefit7 875
Relationship Benefit10 874
Relationship Benefit4 .873
Relationship Benefitl 866
Relationship Benefit2 856
Relationship Benefit3 855
Relationship Benefit8 822
Relationship Benefit5 811

Eigenvalue 7.433
Dispersive Variance% 74.329
Cumulative Variance%o 74.329

KMO = 0.961, x2=2516.816 (df=45, Sig.=0.000)
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{Table 5> Feasibility and Reliability of
Relationship Satisfaction

. . constituent
Classification Relationship Satisfaction

Relationship Satisfaction! .891
Relationship Satisfaction3 881
Relationship Satisfaction4 847
Relationship Satisfaction2 .839
Eigenvalue 2.991

Dispersive Variance% 74.772

Cumulative Variance% 74.772

KMO = 0.838, x*=573.439(df=6, Sig.=0.000)
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o} WA Bartlett®] ©¥¥E HFP A x
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{Table 6> Feasibility and Reliability of
Long-term Relationship Orientation

constituent
6 cat Long-term
Classification Relat%onship
Orientation
Long-term Relationship Orientation1 912
Long-term Relationship Orientation5 907
Long-term Relationship Orientation3 897
Long-term Relationship Orientation4 870
Long-term Relationship Orientation2 865
Eigenvalue 3.963
Dispersive Variance% 79.262
Cumulative Variance%o 79.262

KMO =0.903, x>=1064.618 (df=10, Sig.=0.000)
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{Table 7> Evaluation of Relationships Between Each Variables

Classification

Procedural Interaction Distributiv Relationsh Relationship Long-term Relationship

Justice  al Justice e Justice ip Benefit Satisfaction Orientation
Procedural Justice 1
Interactional Justice 557" 1
Distributive Justice 5447 a7 1
Relationship Benefit 6407 652" 677" 1
Relationship Satisfaction 5227 558" 5007 748" i
Long-term Relationship Orientation  .534" 683" 4437 747" 658" 1
"p<0.05, “"p<0.01
(Table 8> Effect of Service Recovery Justice on Relationship Benefit
Nonstandardized Standardized
Classification Coefficient Coefficient t p F r
B SE. B
(constant) -1.133 228 4975 000
Procedural Justice 306 069 217 4461 .000 w
- 159.933 646
Interactional Justice 396 049 360 8.018 000
Distributive Justice 499 054 408 9.185" 000

dependent variables : Relationship Benefit

"p<0.01
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{Table 11> Effect of Relationship Satisfaction on Long-term Relationship Orientation

Nonstandardized Standardized
Classification Coefficient Coefficient t P F R’
B S.E.
(constant) 950 196 4.856 000 "
. . . o 198.265 430
Relationship Satisfaction 134 .052 14.081 .000

dependent variables :

Long-term Relationship Orientation

"p<0.01

= Vet wea aAaE el Qo] 914
A A 2B BB Aztel AAEHA, 4B
44544, BBAYE 29 2Ue @

& stk

(2) 7 29| AB

The <Table 9>= Al o] FATE) n)x)
€ S AF3] St B AR S A
¢ Aot EMAF ARFP HduHe
55.8%°la1, AL BARR Folgt Ao
A5 ATHF=330.684, p<.01). EHHAFZA] &
AL FATE BAH 2 Folgt (e
VS MR Aoz Yehgou(p<ol), A3

wjo] FolARl PATEL 7489] %o R A
o2 Ve habd BADE gl o} @

AdHe 83 adde & F Utk

(3) JtAd 39| &S

T}2 <Table 10> #Ale| o] =7 AR gk
el PR G AFs| Aot AR
AL AXE Aoty BAZAN AR A
B2 55.6%°] 1, 3L BAFCE Fog
Aoz BALJTHF=327.412, p<.01). EHEF
24 #AAd e A7 BAR R SAHoR
2% A JFE vAE AR YEse
H(p<.01), FAF o] ol A7 HAR T

{Table 9> Effect of Relationship Benefit on Relationship Satisfaction

Nonstandardized Standardized
Classification Coefficient Coefficient t P F R?
B S.E.
(constant) 1.164 141 8.247 .000 "
. - 330.684 558
Relationship Benefit .695 .038 18.185 .000

dependent variables : Relationship Satisfaction

"p<0.01

{Table 10> Effect of Relationship Benefit on Long-term Relationship Orientation

Nonstandardized Standardized
Classification Coefficient Coefficient t p F R?
B SE.
(constant) 871 158 5.512 .000 "
- 327412 556
Relationship Benefit 774 .043 18.095 .000

dependent variables : Long-term Relationship Orientation

"p<0.01
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