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Effects of Customers' Perceived Service Justice in Membership
Discount on Customer’s Satisfaction
and Relationship Quality in Deluxe Hotel
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Abstract This paper examines the critical role of customers' perceived service justice in relationship hotel marketing
and service. Three types of service justice, distributive justice, procedural justice, and interactional justice are
proposed to affect both customer satisfaction and trust, and customer service satisfaction is likely to take effects on
relationship quality variables, trust and commitment. Empirical results, based on data from 250 customers of two
membership discount deluxe hotel in Seoul, showed satisfactory data-fitness to the proposed model and supported
seven research hypotheses. Interactional justice was found to have significant relationship with both trust and
customer satisfaction, while distributive justice had significant relationship with trust and procedural justice with
customer satisfaction. Also, the customer satisfaction had strong relationship with core variables of relationship
quality (trust and commitment) and the trust variable was found to be a powerful antecedent leading to customer's
commitment to service organization.
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Table 1. Consequence of Measurement
riterion Ave Standard Inter-Construct Correlations
© Deviation 1 2 3 4 5 6
1. Distribution justice 3.31 .56
2. Procedure justice 328 43 40
3. Interaction justice 3.1 56 29 73
4. Guest satisfaction 344 .75 .38 .59 .39
5. Trust 3.46 53 55 .61 .56 .58
6. Immersion 3.30 .56 47 .51 .51 .55 71
Inter-construct,trust 72 .63 .86 - .79 81
AVE A48 .20 43 - 43 46
Cronbach a 68 .64 .86 - .79 80
Table 2. Proposal of Model LISREL,Consequence of Estimation
Direct effect Indirect effect
Path - -
figure-v t-value figure-v t-value
Distribution — Satisfaction(H1a) A7 204
Procedure — Satisfaction(H1b) .59 3.44
Interaction — Satisfaction(H1c) -.09 -.69
Distribution — Trust(H2a) .38 4.13 .05 1.81
Proceduce — Trust(H2b) 26 1.79 A7 254
Interaction — Trust(H2c) 29 224 -03 -68
Satisfaction — Trust(H3a) .29 3.21
Satisfaction — Immersion(H3b) .37 427 .18 2.76
Trust — Immersion(H4) .63 5.41
Distribution justice— Immersion 27 3.91
Procedure justice— Immersion 27 247
Interaction justice— Immersion 16 1.70
r’(Guest Satisfsction) 63
r’(Trust) 41
r*(Immersion) 43
X*(366) = 54091 RMR = .036
Model of Conformity GFI = 86, AGFI = 83, CFI = 91
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