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Abstract

The moderating effect of ‘Jung’ in service recovery process

Kim, Youn Hwan’

This research tries to present the role of Jung, which is well known as Koreans traditional
emotional attachment in service recovery process. Prior research on the service recovery have
focused on relationship among perceived justice, recovery satisfaction and forgiveness. Especially
perceived justice including distributive, procedural, and interactional justice has addressed as most
immportant antecedents of recovery satisfaction. Although the pivotal role of emotional factors for
successful service recovery has agreed by many researchers, relatively little attention has been paid
to this issue.

During the service recovery process, even if customer perceived recovery effort from service
provider as justice one, they might feel displeasure or dissatisfaction. It means prior researches
have underestimated the importance of emotional aspect, especially for Korean perspectives.

In this study, we examined customer reactions to service failure and recovery process in
restaurant service settings. Specifically, we focused on the moderating effect of ‘Jung’ on the paths

between perceived justice and outcome variables such as forgiveness and recovery satisfaction.

Key Words: justice, forgiveness, recovery satisfaction, Jung
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