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(Structural Equation Model)& F3l 74 /NdE 9] &
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<E 2> 3|ME oAFE

=es 0l 1 012 29013 h2

3|23 0.72630 0.15694 017179 058164
35 2 067623 0.09658 0.19083 050303
3= 3 0.64879 031607 0.18363 055454
S5 4 0.64231 0.36947 0.21037 059332
S=E= 5 0.63331 035757 020122 0.56942
3= 6 062273 0.24056 0.27231 051981
3= 7 0.58276 0.35088 0.13349 0.48055
3= 8 0.54632 0.15297 0.25274 0.38573

169



s|=02d 9 051191 045344 021914 051568
3= 10 043970 060592 020722 064881
3= {1 0.46839 059274 0.25657 063656
sl=r 12 047122 058570 0.20241 065059
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(051191 ~ 0.726300Z WMl TAYS dehdo] <2l
Qo ¥y, 22 28 T 1094 144
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S FEAF A, Crombach o Al5-7F 0.8827= H|wH
2 AAEE B
<E 4> 3|8 F9| oIAFE
=3 ol=tsizt M SD
o| Amle| AH|A oo
Chst 3|15 =2of| chalf 0.82074 4.30 1177
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The Study of Structural Relationship among the Customers’
Service Recovery of Complaint and After Behavioral Intention
in the Service Industry

Heo Seon Hee*
Youn Chun Sung™

Abstract

This study is directed to examine the most useful restoration strategies for turning the customers’ dissatisfaction caused by
unsuccessful spa service to the satisfaction through each fair factors and tries to suggest the practical schemes to cope with complaints
and dissatisfaction of spa service customers by establishing the system dealing with customers’ complaints. And this verifies the
relationship between the alternative attraction and the intention of conversion as the action after the restoration from the unsuccessful
services. Moreover, it analyzes the mediation effect that a formation of reliance through the restoration of unsuccessful services has.

To achieve the purpose of this study, the subject got decided as women who are customers of private spa facilities situated in Seoul
and Gyeonggi-do region for the purpose of skin care in 1 year recently. After understanding their experiences of complaining about the
services, this study investigates the alternative attraction and the intention of conversion as the next action and the perception of fairness
and trust in the efforts of Spa service business for recovery.

As the result of verifying hypothesis, it is shown that the recovery satisfaction increases when the 3 points of the distributive
justice, procedural justice, and interactional justice, which are the fairness factors of the effort to restore services according to the quality
of service, are more positive. In the relation among recovery satisfaction, trust, the alternative attraction, and the intention of conversion,
the result was that recovery satisfaction affects trust in positive way and alternative attraction in negative way. However, the positive and
meaningful result came out in contrast with the hypothesis which predicted the negative effect of recovery satisfaction on the intention of
conversion. Furthermore, it means that indirect effectiveness which carries trust and alternative attraction should be considered instead of
the direct effectiveness that the recovery satisfaction affects on the intention of conversion. In this study, it can be interpreted that the
combined increase of the trust and the alternative attraction makes the intention of conversion higher rather than the higher intention of
conversion following the decrease of the recovery satisfaction in view of the result that the indirect effectiveness is high between the
recovery effort and the intention of conversion. In the relation among the intention of conversion, trust, and alternative attraction, the
intention of conversion got influenced in positive way and negative way by trust and alternative attraction respectively and trust
influenced the alternative attraction negatively as well. It means the high quality of services or the recovery of services has a direct

causation which carries conviction to the customers’ intention of action.

Keywords : Spa, Justice, Trust, Alternative Attraction, The Intention of Conversion
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