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ABSTRACT

A Study on The Failure and Recovery of Korean Express
Enterprise’s Service

-Focusing on Moderating Effect of Severity and Control-

Wang Min* - Jong-Chill, Kim**

This paper is to study for causality validation of relation of the repair justice and repair satisfaction,
relation between repair satisfaction and re-purchasing with South Korea’s most important express service
users. Through this research, we would like to confirm to seriousness of the failure express service and
effects of controlling effectively adjust in relation between repair impartiality and satisfaction of repairs.
The results of the study show as below.

First, the result shows the justice outcome in express service, interaction justice, outcome justice in the
relation of satisfaction with repair have regardful effects to the satisfaction of repair. This result explains
that interaction justice has a positive influence. Second, in the relations between the procedural justice in
express service and the satisfaction of repair, it is presented that the procedural justice has not regardful
effects and results show differences from other leading researches. This result explains that procedural
justice has not a positive influence. Third, as analyzing seriousness of the failure express service,
controlling regulation effect in the relation of repair justice and repair satisfaction, seriousness of
interaction and controlling regulation effect are not regardful effect in this relationship. These results are
explained that the seriousness or controlling of the failure express service have not a positive influence
to the relation of repair justice and repair satisfaction. Finally, in the relation between repair satisfaction
and the intention to use again, repair satisfaction has a regardful effect to intention to use again. This result

explained that it has positive influence to repair satisfaction and the intention to use again.

Key Words : Express Service, Moderating Effect, Failure of Service, Repair of Service.

* Graduate School, Silla University (First Author)
** Professor at Silla University (Corresponding Author)



