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1. M2

FEU9E QIgh vl AH] F7FE 22kl
e Au|AAkelo] A Adsislty &t
=24 Hg Au]A(Online food delivery
service, ©|3} OFDS)& AFA&(AD) & &t
[T7]=e A&ste] s Asshd oAzl
A Aelstal F-83 Au|AE QAEHA FQ
7} FA o7 Z7Lelelth S 3| P EAA o ot
=, 2021d =) 54 Wi A9jel gtRe
265% 67odor ABH 75.1%9 w2 HF
£S5 YERIT(National assembly research
service, 2022). OFDSel tfst 22 35O
T Qe Agle] 3 A
o] ¥ BT

Q) ARl BRE ARYE wgAIzEe] A, 2

A

S
=
o

I

=

o
=
2 Al

fu

Ho]A

FHA olghs AMu|Ag A
I3l Auja A A elA &rX|
A2 A7) oeket oA g
oh Au|2A Al A aE 5= Q7] o
o AulA 3& HHYA (Service recovery
paradox) 8] ¥ AHE & gHsH= Ao|
Hadok #£93}H(Choi et al,, 2021; Sung
and Hur, 2016). olell, gAlelx= An)~ A
e fFEsks WAT(Loo and Leung, 2018;
Trianasari et al., 2018) AH]A 3|& =k
At AFE opeFst EHelN sk Qlok
(Kang, 2019; Yang and Cho, 2019). 1814}
O] AtE Au|A 35 deko] Aam|zp gt
= Fa2d Al HFHA ook
(Huang and Ha, 2020; Lin et al., 2021). 9]
2 gy A9 A= WE Au|ie)] 55kE
Al Aeks FHs el Algkdo)a, 7]§]o]
Agshe thekst sl A 5 7P aiFQl
defo] FRIA] gRlety] of k. &g OFDS
et = AulA Aol s #et A=

o}

> &

Hr ¥2 rlo Jm

A=
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- F5e Agoloh gk AH|A A Ak
o] S A g QUrke HollA] Auja 3]
= S Aoc] o I 2 P ) = S
OFDS Aol A<7]2] GAZ doj7h= Al-d

M= Au|A AAIFA e Bk A7 olY 2o,
2020; Yang and Sun, 2022), Au]x A 2

= ge Aquls dEd 8 Ag o)

3 B Ty At Qs AR ARy
=8
olof, ¥ Aoa= el &2 Hig A

2olx 7]§e] ANShHE ABlA 35 dgko] A
Hjzke] HE 9 fEe] vAe TS AR
2} gt 53] 71918 Aula 35 deko] A
g A9, ¥4 FH8F5 Negative word of
mouth), #¥2 % (Switching intention) 9} =
28]AFe] 917155 %F (Dysfunctional behavior)
of WA= 9% #AE At sty & <
TolA= Adams(1965)7F AASE 344 o]&
(Justice theory)& 7910z 7]9]0] A|AX|&}=
3|5 deks Fristaat stk 344 oles 4

&3 g2 delMe 719l

jeil
=

HIA 35 3ol it A o] An|At
gl mAE 9% WAE ASesied

(Gohary et al., 2016; Migacz et al., 2018),

B A ulAEe] J19] ANSH: 3
B gle] dhal FHSH gvkn A4S o
ebd 5 g o715E BEel 23E B
Ik 71990l ANSH Auls 33 o] 7
of v)AA R W, 2uARY Aus Fds)

Z1gel gt $47 Q14 of% AA 1 (Smith
et al., 1999), ¢]% °]2(Double deviation)©]
wAEk 4= Qi) (La, 2012). B& AR~ 35
ko] AFE 4= gl7]el wiitel AnjRpe] o]
o|er2- AlAo] oltslr] Q8 AB|RPF =235
A Qs 8Qle gRleh= A g 2%
Zow AlgdEh Heo], ¥ Aelx= OFDS

AL ARFUE MZAUE 7Eos #Fsto]

L
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o] A sz AH|A Adlis &Falo] AH]
2 FHlE st Fst Apgel st 4=
29k (Cho, 2009). OFDS A=
F, o AIAA, e AYE oF
ol 3] Aiu 12 Mgﬂy} by &k 4= Qi) AJH|A
vlsl e F@A gt 9
7360 | =3 An|xel gt 2A A
o]

H]

o

=
T
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21 Z BusiEo
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2020). OFDS oA AMujA 3% 2k

] -
St Gannon et al. (2022)¢] AT-elAM=, 57t
Al A2 35 Ak AdE ek FgA<l

=
=

2R s g8tehs ZloR SRlFIrh ®
3k Kaur et al. (2022)9] dAeAE 7199
A4 Al 35 A OFDS giell thigh &
Ak HEE O $A & ¢ Qe 7)sEa
Agesity. A3 A=< 23E F3 OFDS
of| A /\13 |2~ Ag & AAs 3EdeEks 28}
o A7bsd A4S 8 ArAe

At

p
R

o,
st >\1

2.2 33 0|E(Justice theory)

A F Ap)z 53
oASet= st
and Choi, 2019).
o]EollA A= 34 A2l

- WA, AeAge
] B R B PO B T g | B
2ol gl thato] Aw|AE gt
ok=Ale] tigt Zort (Kim, 2019).
€9 3= Aula HAA A i‘ﬂ]XM]
gt &5, els], 44 w9 24t 3k
t} (Lee and Park, 2010). 4%, 412 ¥
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=

(Ha and Jang, 2009). A0~ 381741}
7199 A2 9 o] did, A8,
dol =& w AH|Ak= FEHgo] Fst
2 ¢1A%t}(Han and An, 2016). =pxjuto.
Y] FHEE AuA S EIPFA
= HEdE B oIk 3PS Qv
(Das et al., 2019). o] AMu]A 3]E3}7gof A
AR W= FHE AuEel st
ol Fu FE, a2 wAgo] g

#t} (Park and Ha, 2020).
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AT

AR AE A 3]3S 9J8) AAE Aol &
Z—]o]_]:]_:ﬂ o}\hsl UHE‘:]' Hlx%o].p}jr_ q‘)ﬂlfsal
o Fdudoez 9 st BEE (e, FHAY

M|z Ed Q14)) @@ (Shin, 2019). A
v 3R] 3 vkl 7]
Aol thet Chebat and Slusarczyk (2005)
o] Aol AHARREe] AH|A 3R]
%%Zé*éa: QI2shd o] Au|xef tigh 74

7Im o] ofF olg HyFOE o
s o]% olgolgh, An|A A
o] 71§e] AAehE 3]E et
Zags w2 o e didelth
(Basso and Pizzutti, 2016). ©]% o @2
A2 g AuA 7ol sk YA Q1
SEZA77] Wizl (Lee et al, 2021), AH|x
3|5 A=k AA dAlelA o]F olg dite]
A = Foefjof 5““4' 74]3}7} AH| A
71gel st RbEE ERks
LU R A S
(Dysfunctional behavior) S 9F
olef, ¥4 o]2elA AAleh= tA A
g Q1A QRl F An|Ab Al A

sh= Zle] W,
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2B RF AR AE 2 AH) 2] tfsl 4]
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(Kim and Kim, 2019) %3] prx—.“é}
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z0]1 (Seo, 2022), ¥AA -
ke vt 7199 EAe Ak
AblAkEo] 719#e] #AE ALstESs S
= d=olt} (Lee and Kim, 2019). 74
Hzke] B Al JaE WA, S
HT} F47 o] Akl gy dEel v
A+ 90| At (RV and Varshney, 2022).

3
o
R

2

o7 N7 ol A
(Negativity bias)= 7FAaL Qo] S724Ql
THETE FAAQ olgre] g& & gn
Aee 7K1 At (Rozin  and Royzman,
2001). ofell, Au]2ol g Anjake] Amzto
Qg A AR ES s AR o}
yep A2 anjapele] dAlele ot Eds v
4 QY. Arruda Filho and Barcelos

(2021)+= AMulA As] & 71999 X7} vl&

234 0%

o

=2 T 1

= = o

i

=]

#70l ekt A48 o, 2wAE ¥
Al TARES Bk AR, o] e
A ATEC) ANEG Bl 2wl AP
94 FAYEOE ol AL 5T 4
itk olof weh ¥ eelrt et e vb
as s

7ML 5 AHRe AU $AE TARE

o H(+) 9 JFE 1A Zlolet

2.4.2 Mg o=

A3 mE AR V]Sl ARERE AE
T AR AEHAR] FuE Skl v
7199 AFolY MuIAE Anjshe Aot
(Nikbin et al., 2016). o|&35S AHst 4H]
A= BR19] =0 AR 5 7|Slel A4 cw
dA) o= A97F ot Z1elA Ak )
EWsE A7) ot (Cho, 2012). o],
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Z19elMs AnjAke] WE ome] oIS Fi
Q018 Ao selstu AAHo R Hele I
27} ek

B AR AtelM= MulA e Qg &
HAke] F4 49l 7Hgo] an|Rpe] & e
FEgFS vAE Zoz JFHITE (Khatoon

and Rehman, 2021). Kim and Kim (2019) 9]
Aol Alae] digt ABjzke] A
A3 o] Ao TS vA= AS ERIEk]
o}, Jang et al., (2013)9] AFANME ¥
AEF Au|A AR sk Awnape] Ak
A% =g WAAIG Y Asiglnt o] T

Ha A7E vhgow B Aol el

7}

E
& M s,
b 6 AnlAe] g A% owel 4
(+)9] 9% 13 etk
2.5 MZ Micq
Al FAF ANAR FEBeE 2

TetaL Aol w7 Q148 zjol = <la)
e H7HE U¥ & At @oureiro  and
Roschk, 2014). 2R|Ae] B H7k= M= o
2 aH] PgFozE o]yt (Zhao et al,
2018). 1%7] wiitel 71delxl= Aldid

of tjal] olslistal 1o wi= AH|A 3E
= A Aol Fash, old upel w2

Agolld AnAE AldiE A s 5AS
Flgt A5 st ot (Hwang et al.,
2019; Rather and Hollebeek, 2021). Jeuring
and Haartsen (2017)¢ AAs, dHol
SHETE EUSA 384 A% ss & A

[
o,

e

A

O,

o] & Zo® I3t s
Moliner—Vellzquez et al., (2015) Ao =,

Aol W¥2r= ThE ARSI U Aol
cka st

FH MZ AT Q17 sjolu]e Althel X
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AdiE 3 ZEg 9 gepxa glow, MZ
A7t T8 Anlso 2 2] A8kt (Lee and
Kim, 2022). o]e] wtef, MZ Aldfe] 548 &
3k7] fIste] 1 8] Aldieke] xpolds vwsh
AFEo] ol Qlth (Lee and Kim, 2021;
Yoon and Lee, 2021). YdZ, zAEZHA
w25 Aud o d2sk= 79t BEeert
AdEz g2A4 FHE= Zo] FRlFUT
(Kim, 2021). ©]°, OFDSeIM%E Athdz A
Hj2 Aol ek thE WS HY Flog o
O

Hag 93,

4, vt 2

Disappointment

2 ATE AulA g3 dEke] gigh 4n|Rke
= ERIs] St Al AslE Ak
S oz AEzAbE st A
© AHEsHA sk ol 7] AulA g5 A
AdE A oot e ARLE o
ul&E MTurk (Amazon Mechanical Turk) S &

8T 4AE AR F P B A9

Negative
word of mouth

Switching
intention

7|
A]
2k

-

Age(generation)

(MZ / not MZ)

Group analysis

Fig. 2-1. Research Model

7P 7 Akl Avgrtat BAA 7 Ad8E
o Al Al HMZAIH, MZ $]
Ald) =kl 7t Qs Aot

7Pd 8 AmRpe] At Agken wAol
Al MZAEH, MZ 9]
7} Q& Aojth

=
oA A A7 1B Fal Al
]_

sto] 250709) AmE Aol AR S
A= @Adel 1279(50.8%), 94 1239
(49.2%) 0=  FAHL,  20th7F 79
(31.6%), 30uh7} 889 (35.2%), 40t) 707
(28.0%), 50t 10%(4.0%), 60th7} 378
(1.2%) 0.2 Qe & Aelr= MZA
2 20tig} 30u)E sHYsEIlth EAF R MZ
Al 19809 ZHHFE 20009 ZHEY
o7 WFAG 2019] o] zpo)7f v 4]
AsS o O B A ASA Ws 58 1
ggirhd ok FEr) Qlek olell, HAlel A+
o= 20~30t 9 MZAITHZ o] odtof A}



2ol g4

[

| S MHIA =7 e

AMIiJt AH|IXFEE &

S A= Alxl= I

£33t (Kim and Yoo, 2021; Lee and Yeon,
2021). ololl, & AFNME MZAUE 20~30ti=

PSR & AT SHAL] AAS T
MZ Ath7F 1679, 2 9] Aldi7} 834e=w
AE SEel  AFEASHe  ERe
Tab. 3—13 #}.
Tab. 3-1 Demographic characteristics
of respondents (N=250)
2 Nes | HE
(%) (%)
A 127 | 50.8%
e o4 123 | 49.2%
20 ~ 294 79 | 31.6%
30 ~ 394] 88 | 35.2%
A8 | 40 ~ 494 70 | 28.0%
50 ~ 594 10 | 40%
604 o]’ 3 1.2%
$20,000 ©gt 5 | 23.6%
o | 520000529999 | 25 | 10.0%
| 530,000~$39,999 | 88 | 35.2%
T 1 540,000-849,999 | 77 | 30.8%
$50,000 °]4+ 1 0.4%
B EA |
ki
5 Y | 59 | 23.6%
K dejjﬂ 25 | 100%
P =4
T [T aaA wrm
8 | 35.2%
&4
AL £ 77| 30.8%
uhAL 9] 1| 04%
3.2 A
AT Am F4S Y8k SPSS 21

Program®¥ AMOS

Qo

(exploratory factor analysis)< 5%

=
= 44

21 Program= ARSI
7] 95kl BAA QolEA

Nakel o v,

167

g1 factor
analysis) S &3l ¥ EFdEe} J&%E}%Eg
B7Fsleit). Hele & @%0}7] flate] Bt
+3Az2k 9 Cronbach’ s a%& 74]“0}03‘:}
A 7 AT flet] L

A (structural equation model) S AA ]’3]'93\
m, 24 a3 H45e s A T2
B (multiple group  structural

analysis) = AA3F3

Q9184 (confirmatory

1
>3

equation

o] A= 2 e
of thgh g A
2 (varimax) 343}

EH

g3l RE a9l

30 koM

Az U Cronbach’ s @ 741—r7]-
t}. Cronbach’ s a A TE 243t
o ARgEon, A4 e 0.873 ~ 0.937%
25 53tk (George and Mallery, 2021).

(1 e
ok
L)
2

I\
2
ol

AN
L T

rir

Tab. 4-1. Summary of measurement and
factor loading results

EF | Crombac | 8%

Constructs ks H2} | h’sa zﬂ;:]
A5Ag | 2490 | 0516 | 0.937
432 0.949
o282 0.886
CEREE 0.950
AT 0.873

AR 3348 | 1219 | 0924

AH1 0.939

AR 0.905

AH3 0.939

£l 2263 | 0.708 | 0.873

o 0.837
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w12 0.791
=13 0.803
wHfel4 0.777
Rl 0.799
R 2.269 | 0650 | 0.8%3
A7 0.803
xR 0.791
) 0.814
47 0.851
2445 0.895
Az 5528 | 1130 | 0.905
A 0.912
A2 0.855
A3 0.909
$34 J&a# | 5555 | 1.052 | 0.906
A el 0.910
A a2 0.864
FE ALE3 0.907
A% o= | 5569 | 1066 | 0.902
gk 9xl 0.867
R 0.863
2%k o =3 0.884

Tab 4-2.0] YR nie} o], 7708 744 &
25 AR 54 Edlo] At Jlow yehd
th £ o FAAoR, 914 Q1A Ay 2
A9
CMIN/DF=1.696; GFI=0.880; AGFI=0.848;
NFI=0.908; IFI=0.960; TLI=0.952;
CFI=0.960; RMSEA=0.0532.% ueh} ziut
o7 & 7hsfhe Gl H fFEA
= Wkl flal ERlE HdEas
(Average Variance Extracted: AVE)+= 0.5
o 2 dor uyehga, A
(Composite Reliability: CR) 2] A4+
= E2Eo A HEE AlFE 5
o7 FlFITh T3 AVEY AlF

A

= o o) g R
=73 5 A

o m ox

2

%
H

\,
Bua

0.
2l
%}o

el RS 3kl A

L

rlr

A
1

s
=4
il

]
B}

4.2 97 KM HS
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2 479 7xEE A9ks CMIN/DF=
1.826; GFI=0.868; AGF1=0.838;
PGFI=.705;  NFI=0.951;  IFI=0.951;
TLI=0.943; CFI=0.950; RMSEA=0.058%

UE 54 APse Aow RIE. Mg
AEE Avhs thest R R, AdeA 2
& EAEe 2340 Arde Y A

el S vAA e AoE HERAIT,
Aarel w7 A e 343 Al A (+)
o gEFge A Ae®E Uit
(H1:83=-0.069, t—3t=—1.064;
H2:3=0.094, t—%=1.415; H3:B8=-0.205,
t—#t=—-2.915 H4:3=-0.144, t—ak

=-2.070). webs, 7 19 7M. 2+ EAA
O gt A} glo] oA ol 7|7pE gl
o, 7P 33 7 4 AEE B4, A
o] BAA ity Mg ke F(+) 2 o
&S AT 7P AR foet A
#tol ue} 7Mbb M 62 AEEHIH
(H5:3=0.232, t—#=3.439; H6: B=0.379
t—#t=5.729). TEHYAE T M AW 4
= Tab. 4—-3¢] ALY

4.2.1 THET HS
Ay, B TAYE D AR 7
AN A Aol Fe AMOS HNAE F

A o E BAE ANl BaEs, A
Wk BAA PAYE 9 A% 7ke] Afo]o]
Ao 22 F3= v)H= Aoz Jehdth ut
2hAl, 7Hd 7 71 8e) AEH I AL
2, MZ Al e} 7 9] Al Jeow
ato] oAl &gk x 2(Chi—square)

A= Al 4 g ke dAE &

&o] A2k (constrained model) ¥ BIA| kR

10
\=

a-

o] H=2

& (unconstrained model) .= &3t] F
g 7k y2¢ UEt AolE B 2 ANE
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St
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Eol
S =

=of njxRlE g

o9

AZs BAR0z g2dolt folKeln
Ak ghe) Zpol7} Q= RS Wb, o= 24
A7} Q&S veRdth 3= Tab 449 2
=3
Tab 4—2 Confirmatory factor analysis results
3} s } H A
cx [ ave | 3E [ 32 | aw [ ww | [ | 00
g = .906 763 873
CRARTS 938 793 .098 .890
AR 925 .805 113 —.028 .897
il .859 .556 -278 | —-.013 .083 746
Az .889 616 —-.214 .019 —.054 184 785
Azt 907 766 .368 -.077 .082 -.211 —.182 875
574
910 172 .368 -.011 .096 —.287 -.041 216 879
SN
Tab. 4-3. Structural model testing results
7R AEAF t—%k oo Ao 5
H 1: 4528 344 —> A% -.069 -1.064 0.287 717}
H 2: JRe ¥4 —> A%t .094 1.415 0.157 717}
H 3: dxe] #4843 —> A% -.205 -2.915 0.004 2
H 4: 3919 #7384 —> A%zt —-.144 -2.070 0.038x 2
H 5 A —> §424 i 232 3.439 ok 2
H 6: A —> A3k o= 379 5.729 Kok 2] ef
*p<.05, #*p< .01, #*#xp<.001
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The Effect of Failure of Online Food Delivery Service
Recovery Strategies on Consumer Attitude and Behavioral
Intention: Focusing on Justice Theory

Jungkun Park - Sangwoo Lee - Hyowon Hyun - Jihwan Yum

ABSTRACT

This study empirically analyzed the effect of perceived injustice on service recovery
measures proposed by online food delivery service (OFDS) companies on consumer
disappointment. This study adopted interaction justice, information justice, procedural justice,
and distributive justice as sub—variables of justice perception based on the justice theory. In
addition, the differences by generation (MZ generation and other generations) were examined
in the relationship between negative word—of—mouth behavior and switching intentions due to
service recovery failure. An online survey was conducted targeting 250 adult consumers in
the U.S for the empirical analysis of this research model. The results of the data analysis
demonstrated that negative perceptions about the procedural justice and distributive justice
among the service recovery strategies had a positive effect upon the consumer’ s
disappointment. Furthermore, it was confirmed that the consumer s disappointment due to
the perceived injustice of the service recovery strategy had a positive effect on the
consumer s negative word—of—mouth behavior and switching intentions. The verification
results of the moderation effect in the relationship between negative word—of—mouth
behavior and switching intention, it was found that the younger the age(MZ generation), the
higher the possibility of causing dysfunctional behavior. This study expands the scope of
related research by presenting a new perspective on the justice perception in the service
recovery process by verifying dysfunctional behavior of consumers caused due to the failure
of the service recovery strategy. It is believed that the results of this study will be used as
basic data for the establishment of practical strategies for OFDS companies to prevent double

defection of their customers.

Keywords: Online Food Delivery Service, Service Failure, Service recovery, Double deviation,
Negative Word of Mouth, Switcing Intention, M. Generation
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