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Abstract: The purpose of this article is to develop a service recovery model of healthcare institutions.
This study reviews the literature relating to equity theory and service recovery. Data was collected
498 wvalid samples from the complaint behavior of residents resulted from their experiences in
receiving the service failures from healthcare institutions, a questionnaire and a structural equation
modeling was then used to explore the relationships of interest. The model developed in this study
had excellent reliability and validity. The findings show that fairness with service recovery of
healthcare institutions is related to satisfaction with service recovery and WOM; satisfaction with
service recovery and WOM is related to repatronage intention; satisfaction with service recovery is
related to WOM. Based on the finding, some implications for practice and theory, and the

suggestions for future study.
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1. BIE

T A WAL LRSI MR ) B0 SR L
fé;%%fﬂi’iﬁ%?@@%ﬁ BRI - Ry - B I @SR 11 (Schweikhart et
., 1993) » FHv (failures) ~ 4.3 (errors) ~ ﬁﬁﬂ (mistakes) == (complaints) ﬂfﬁ J? BT
EHJIELIE"J‘IE}%E (Babakus et al., 2003) - i?ﬁﬁﬁ@ﬁ Tl ’FLE'[BFEE]‘?F'WWF/MFF# WF} '#]E'Jrﬁi ’ [ﬂ
AL AR T U A 2 ﬁ]ﬂ*“&;@tufj RIS - 7 BRI
“H 7L (clinical errors) 7247 R T < H T I ﬂ?'}fﬁ[ BERE. » [T R L H“lﬁlﬁ{’
T RARAL o R U 'J)ﬁﬂj?j VRS @ gﬁ%? ﬁ@%ﬁ%‘]@ﬂ =By (%ﬁﬁ CEFA O A
91 : Sarel and Marmorstein, 1999) > [NIFFH gﬁ%@@%ﬁﬁﬁﬂ?ﬁfﬁ%ﬂéf’%ﬂ%%’ PRI,
RUT Ry (Corbin et al., 2001) « B i 1 ALIHURL 909 - £ JURH7 1 T AL SO%
FlIpu 43l (Reichheld and Schefter, 2000) ©
AR T4 $9 227 5 - 57 s B R STRR F5 [ 1 I
G~ pH SRR 82 (voice) R FRIVIOH IS T > (MBI 1;;,
530 = RS » Y- REAGE N 2 (private) FFIEIL G » BHIGESTEL A  SALFIE ¢ -
I b R A TS B SR > fﬁ\ﬁwﬁ@%&%ﬁwfﬁw
%&&‘*F—Tﬂ?ﬂé‘ W WA A = {quﬁ'Fjd OB (Singh, 1988) « P s » BPATER
B Y RISy RO o I BV &‘*’F%W?’*ﬁ RIS~ EIR
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tr"]E’lfﬂfF ol 2 = Iﬁbﬁﬂll%?ﬁﬁfﬂﬁ IPgH- “?ijﬁl]ﬂfﬂﬁﬁl R E N VST
rﬂﬁ@@ﬁkﬂwmi"? TS o

PG ST - PR 1L 458 P9 PR e 0 7 (Adams, 1963; Adams and
Jacobsen, 1964; Adams and Freedman, 1976) - ﬂIF“ EEI@‘, Ii’iﬁ/z%%fﬂﬁ.}ﬁﬂﬁ' |ﬁ,lﬁﬂ*ﬁ5;,‘ﬁ§m{é}ﬁu
S e RS BRRIH ] S G (Adams, 1965) *lﬁl%? F&lﬁ:ﬁtﬁ”%? R RET]
(effort) (Kau and Loh, 2006) © 7 EERS & Bl iy v = £ > 2 %‘ﬁq’ﬁf\_ |["ﬁ ][R
%Fru (Huppertz et al., 1978; Oliver and Swan, 1989) » [fiy “"#% 1= & V[ iR th[jﬁﬁfﬂ =
EJF”%A et §Ji[l|¢tr* lﬁ' (A< (Blodgett et al., 1993; Blodgett et al., 1995; Blodgett et al., 1997;
Spreng et al., 1995) -

rE s qg;’%‘pﬁf&ﬂffpﬁféﬁiﬁ% pliig 2 i’ﬁﬁ ([' Smith et al., 1999; Wirtz and Mattila, 2004) >
T AR B IR ¥ (Blodgett et al., 1993) S ¥ (Cho et al.
2003) ~ 44 (Sindhav et al., 2006) « EHE (Mattila, 2006) » [FELA LY IRESHFAL PR
— R R PR DS RI S H ER ReS ORI - Dasu and
Rao (1999) ;ﬂb@@ﬁ@%"‘i‘;}iﬁff#ﬁ'[&j\ WEREL 75 SRRy {F‘,’ i/p;r’ﬁ[l Y TR L Y
BT B VR % I VIS A ORI RIS RS > (R
ORISR F S ERE I T - S REHOR R 5 T @@ﬂfé SRR,
o RS S BB PR TSE %  R  E SRR e
SRy B PR BRSNS GH AT @ AT ) o PRIV ST PN T (de
Ruyter and Wetzels, 2000) » =~ ﬂ&ﬁ@iﬁf@iﬁﬁ@ﬁﬁ}%ﬁf"@%ﬁ ’ Fj:FiﬁE'Jﬁ@qﬁifﬁgﬁ FYBEED
(e e A i e Hb g el T R vl e A et K DR S 2R
o ‘I?%#’ﬁilﬁﬁté@%l[ﬁj AURYZE o [N ?[:’PjIZ[“'EIfJE Tp R Jf% RV R s T [ipgg[gﬁ, s
SRR P B AR R R “F‘@‘f&“‘ﬁ?%ﬂ'ﬁ'ﬁ%ﬂ Vga%5
REpf 2 T P 55 7 o T I RO AR S R LV ewm S 2 g (O
PO j}lpzljj SRHER YT T Ew S EW;;;]EL@ 'ﬁ?ﬁ'*ll E{g@m I [Jﬁfﬁhﬁ;[_ﬂ:
SR B T TR E D U > Uj\nﬁ"?%‘lﬂﬁﬁ"lﬁ °

[iﬂ%,qﬁ; A (structural equation modeling, SEM) R LR [T A ARG ATOIPUAART
- %{gﬁ?ﬂ* ' (g + LISREL, AMOS, EQS =) =¥ [FEJF ﬁ}jguj‘”éﬂﬂ SE:E @ﬁuﬁk (covariance
based) » | ISP RIS SRR () %QWJD;IWH’TM?H% FY RS Tsall ’
HE kg[”%;ﬂf‘?@gﬁ%iﬂé SEIf puﬂ@‘ﬁ“ﬁ@ P EN BB ifgﬁ}@ Fifep JJI&E&FTJ
o AR » B i P P RO 9 TRV 53 FRIETER - Chin (1998)
AT Jarvis et al. (2003) iV AT R BT I £ Tt 2 AR STHIEL S PR AR
(reflective indicators) E’?%E‘fﬁﬂ%’ (formative indicators) > ’5 ?ﬁﬁ%’"ﬁ?ﬁégﬁéﬂﬁfj%ﬁﬁ EXEN |f%l'
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I W ORI » BHARSS PSS S BT IR i
P IS~ PRI ERPY PSR S P T SR B AT - YRR
HIRSE R (Edwards and BagOZZl 2000) @ P AP TV — iR ﬁ;JFJMEWF" Rt

G ST W 0 AR B S R RO -

2. NEHRETEAR R REL
21 AT m

ST @_F” T—[*%A CEYRELELRE - BER T (fairness) S 15% (justice) FJESREAY ] ] o (H
‘E/,fPJ‘E'H, F' 1) & Bt | - Huppertz etal. (1978) FiAof s %‘ﬁﬁﬂ” E?l?éﬁlfﬁ‘@?f J ]'*’j]FEJI?Jﬁ B
?ﬁ‘%’%’@iﬁ\ﬁ“"%” FI I O [ e et = UIF];FT:%’JEI ks ST A ?IEEI FLHIAY
ﬁw@ﬁ#w*ﬁ CHERAT - IR WW‘@ﬁi%ﬁﬁﬁiﬁﬁFﬁ$f%

SR g 2 % (Carr, 2007)

Deutsch (1975) I'J 53l 22 (distributive fairness) F¥adifll ©* 7 (outcome fairness) %El[*i
Ay ?Jﬂl » Lind and Tyler (1988) ~ Thibaut and Walker (1975) I'J#H- ™ (procedural fairness) ?ﬁé
ez T ?J;ﬂ > Bies and Moag (1986) ~ Bies and Shapiro (1987) H[[I'J = g >* T (interactional
fairness) %p'[[*% o F%{l o Oliver and Swan (1989) flL57— fbI'] 1= I?“JD (perceived justice) »
B4 AT B 0 RO T (U SR o 2 R -
%582 # Goodwin and Ross (1992) F%LE%E ST R (U ] %%‘*;?ﬁ@ PR AVRYEY > ]
FH 222 30 T 22 5 M eCollough et al. (2000) 1= H?ﬁépﬁﬁkﬂ‘jﬁ g";:pt—‘[‘ﬁ/\qB? SHIPIVE
fel1% > Maxham and Netemeyer (2003) 7 B RFSH drgid il - S0 ff ﬁ;ﬁgpm & T “E[zféi/léy
BF VR p] - P39 > 5P (Dasu and Rao, 1999) - B RS == H P‘ﬂﬁE/ﬁ S aNTR
Fr[i’ SUSH -~ A SR HIRRIE R L = e I sﬁzﬁ'lﬁ'iﬁﬁgﬁ g
22 B BRSSPI T - IR S PORS JFFPf'Ti 1% -“7%%1“ RS ﬁwkﬁ]gu
(oA fﬁlﬁﬁliﬁ“ﬁgﬁ'%ﬁﬂﬂﬂﬂ_‘"T?]t o SRyNy o *ﬁ'ﬁ??ﬁ*ﬁ*ﬁfj gJ;ﬂﬂlﬁ PR
T2 AR QI s T IR ) Bt B85 (Schoefer and Ennew, 2005) }JF']
A 2 A ﬁU“VJI*J“%%M]‘/‘ﬁ*ﬁ‘ Sl [J’ij@ﬁ;ﬁgf&r NI IR gy FAELJ: fled 2> T AzED gFiF%*
RS N T A {2 AR [ VASYERE A R TJ[* (Schoefer and Ennew, 2005) -

?%wp’vﬁﬁﬂﬁéfj?WWﬁﬁP SIS D S R AR
(Beugré, 1998; Blodgett et al., 1997; Carr, 2007; Greengerg, 1990; Seiders and Berry, 1998; Shapiro
and Nieman-Gonder, 2006) o YT ¢ » F|E"5HE- AT @y 21 5305 M2 (interpersonal
fairness) = ¥F 11 (informational fairness) 4 |[ﬁ{7f‘ﬁ‘p I (Y[ICarr, 2007; Colquitt, 2001) - Seiders and
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Berry (1998) ?F'ILL['H PPER = flat 2 A P sy s il o R s {2 AR > ST
(Beugré, 1998; Carr, 2007; Cho et al., 2003; Greengerg, 1990; Schoefer and Ennew, 2005) #JJV‘%F/ 55
27 |4 (service fairness) }“;’ﬁﬁﬁj’ﬂ[’[ﬁ‘ﬁ}ﬂﬁ TARGFIpIE ﬁg‘ﬁgpl R L A e e TR R
ol 220~ R 23 g S S (R A o [P W’?fﬁ?@ (formative indicators) °
211 PRIz T

2K (Beugré, 1998; Carr, 2007; Dasu and Rao, 1999; Greengerg, 1990; Schoefer and Ennew,
2005) ISR EI T % (systemic faimess) T f IR  FHR L D@ T g2
Bre %!r‘#?ﬁ‘ (focal entity) J*<U{VBEHG YT/ 20 (Beugre, 1998) fi'pl1I= A ] r,igﬁf' fu T e
*in J¥E > Seiders and Berry (1988) S5 2 1 [ o V&SSP IRAETHRLH 8 5 B P 22 1 H A

» Schoefer and Ennew (2005) ?FIL & BV D, ;lﬁ";@?ﬁ“ AP T
@ f pu= flf S A ﬁfﬁﬁﬁpﬁ” R = i 2 1 ALY RPRSERE £ rja (7 o Tax et al. (1998)
TR = (I 2 T AR T Iidfdﬁfwz—[ﬁ LRt lﬁ lg[ » 2K (1 (Blodgett et al.,
1997; Tax et al.,1998) ﬂJﬂhﬁﬁ”ﬂ/ﬁ@’éﬁ[ RS T [ijlﬁlﬁjyg“ RCEEER Fruiiﬂp PP
Beugre and Baron (2001) ~ Carr (2007) ~ Schoefer and Ennew (2005) fpﬁ"}uﬂ’\?%\[ B R 2 T IR
EIH" E STl 23 AR Y gl e FESERR T R plﬁLJﬁ’\EnyJ‘a‘ “fi (outcome variable)
UL iﬁﬂ],&@ ~ FHVE T £) o 1 /T AFCET (mediator variable)
212 Apea

73 el 2% [Tf’&ﬁ,@'n\?%‘ (outcome) ]El SO B RS B ST ?{(source)nﬂ VAN 75 el
fitJ I?i’.iﬂ (cognitive) ,ﬂd[‘?ﬁ (affective) * 7 1% (behavioral) iU~z (Adams, 1965; Adams and
Freedman, 1976) » [F|{[1:54 (refund) ~ ,ﬁ'xﬁfl"jf’?ﬂl (rebate) (Deutsch, 1975) » I }Bﬁiﬁgj%}‘ s BOpY
TP~ RIS JERET (Blodgett et al., 1997; Hoffman and Kelly, 2000) - Smith et al. (1999) 5
fiel 22 2 o YR s W A e Ay RS FL PLEN (™ f#{ﬁ":iﬂ%”‘ﬁﬁfsﬁfjﬁxjﬂl@ P
FOREN L AR i G ) ﬂ[;ﬁ@*gﬁ%_aiﬁ&@?p@g G210 B
Frly S AR [ R O (5 S AN AR RO
F‘fJﬁ‘%%ﬁ FEER ) o ISR T ey A 3| o SPH (P (Cengiz et al., 2007; Goodwin
and Ross, 1992; Smith et al., 1999; Tax et al., 1998) I S5 il ** T %ﬁ?@%’fﬁﬁ}ﬁﬁffﬁﬁxﬁl@ °

213 R X

AT PO LT o JBERPOPETY - & SLROPEE (Lind and Tyler,
1988) - 1] %,%'ﬂiﬁﬁlﬁmbiﬁﬁ OB S - P JEHI‘F NI € -0 v S A A
(Blodgett et al., 1993) - -2 ij[l;\\j(‘L@%ﬁﬁ@’éﬁ Eref el F'JFJ {??“Ufl‘f[l & Jj ﬁ,] 0
A% (Estelami, 2000) o M 221 2 s Rags sl VR SIS AR FFsy4% (Smith et al,
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1999) -
Dasu and Rao (1999) ?&Hﬁﬁ‘riﬁﬁﬁ}’%ﬁﬁfﬁéﬁ%\' FERFE, 25 L :Eﬁ‘“ f[ﬁ'ﬁ‘ I @f’f#ﬁ@ﬁju@
P - R T R R AR R R R R

FOBE P %ﬁﬁﬁﬁ@%fJgéﬁW#%’%?Tﬁ%¢@8Njﬁm ﬁ%ﬁﬁwﬂ
BT T+ R BRSRL A GRS ]
;gq@;i;ﬁﬂfﬁ Hpigt o Sarel and Marmorstein (1999) Tﬂ“%yﬁié(’?ﬁﬁéﬁfﬁ&% %ﬁ'ﬁf’ ZFIIT]‘E;@E B
BRI 1R R H PR -
214 I T

T AT o BT Jwﬁﬂmpfj?,%ﬁ%\;ﬁ TR H VIS (Bies and Moag,
1986) - Tax etal. (1998) = ﬁéjf FESERN T Tl 2t RPN ?&9%4’ R B
F@‘Elﬁi Smith et al. (1999) fF'[Ll"f g2 F;ly%a ’FF”}"S? V= ﬁ?ﬁf’y@iﬁhpx plF /%E’B
M (Duffy et al., 2006; Parasuraman et al., 1988) .5 E ~p J[ﬂ Flo s TSR RS Wﬁ’i’f’f
LEARCVTE R o0 b i 1 S L A ?Eﬁf‘r—ﬁ%ﬁ f7 2 - Cengiz etal. (2007) - 3=
AT AU Ekﬁﬁgf’r[‘&iy\ [[pHﬂ;ﬁ%ﬂg}”y?%\lp YR lﬂﬂ*ﬁg—f’]:pf TS ~ %9#44 TPJIZI:'?@?
RUPLEL AR UL FSmith et al. (1999) ~ Tax etal. (1998)5 ¢~ 51 » :ﬁ@@?ﬁ?%i'%ﬁ—
i Hpu ;ﬁé‘%ﬁ?‘ ﬁﬁi"éﬁﬁ?ﬁ'fﬁ%’lﬁ ]'FFI‘E JQF;IFIUE‘%%E? (Cengiz, et al. 2007) - %PI JF;' » ZH{" (Cengiz et
al., 2007; Seiders and Berry, 1998; Smith et al., 1999; Tax et al. 1998) ?J'FFTE' E*J} g %ﬁ?@%ﬁﬁ%ﬁﬁ
)

2.2 FRIFA X PRIFAM I

R AR A B RE o DU P (CRATE TSR I BT
I‘LEE'F@;‘E'IBT#%? 3% 4 ARV S (Bell and Zemke, 1987) < Goodwin and Ross (1992) C AR
Frote S SEISRLFIF AL S [0 o 5 S L e WW”IQEﬁJL” i
0 = BV FORARSO 7 — (RVIR5HE SRR o o KR e e B pr e s o e
F/HJFF#W VHREF A GES » IR Effu/ﬁi JREAR FLSr v I e e S N N
I H (Bitner et al., 1994) - X %7 jiEES ﬁ@?ﬁ = _FpVRH |£lﬁﬁ/7§ﬁ$§!%',}ﬁfjiﬁiﬁ§§ 5]?,3%#;
7SR (Hart et al., 1990; Nyer, 2000; Yoo et al., 2006) » 3% :“\’:E_Iﬁ?vﬁ%ﬁﬁfjﬁﬁ?ﬁﬁfy%
Fo YRS SR PR T R o R S = RIS o i R
[ I’P;EJ ENBYEFTRK L (Keaveney, 1995) ©

T L & 1 SUGCE] (complaint-handling) » £ 35 ﬁﬂ?ﬁ& En ﬁ']&HJ%}{ﬁ’g 5’[‘?% e o
PTHELH ) BV Y [ (R RS AR 1 S AV ARIVAY S ) (Hart etal., 1990) » 45
F"j/  E|ESEVH PARRGHE T T A = DR D EI L i (Blodgett et al., 1993; Blodgett
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et al., 1997) » FyHBES 1 (VB & V6T o = iﬁjﬁlﬁfﬁfg@ IR AR 7
(Johnston and Fern, 1999) - & %= ER &R 5 W?ﬁf}”ﬁﬁﬁﬁ%?ﬁ YL VF@J;EW [ ES (Singh,
1990) » I oh A5 %W%@?ﬂﬁi RO R P T RV (R Il s PRI
APt P | ST VR T BT L R AP (Schweikhart etal., 1993) -

%1 234 (J[1Beugre and Baron, 2001; Cengiz et al., 2007; Estelami, 2000; Goodwin and Ross,
1992; Schoefer and Ennew, 2005; Smith et al., 1999; Tax et al., 1998) ?’,H e Eﬂﬁ{@’é{pfjﬂ IR >
fgﬁwﬁW%%Wﬁﬁ%°¢qmﬁﬂWﬁ?ﬁﬁHqﬁ[F*‘j%ﬁuﬂW%ﬁ&‘*ﬁ%pw
fFEph 5 et e 7\;@’? SIS E R Y Hﬂ%ﬁﬁpltw ﬁéﬁ*/?ﬁ@ (formative
indicators) o A4 B 1Y gt i[:fpl"fz;lﬁﬂﬂﬂ [E=0

HI 532 S 1 e T e -
H2 @ A 22 S ARG RE S 22 4 TR YA
H3 © 02 SRR T I T

23 FRIAA IO T H N R FR LA C AT B Gl 4

ﬁﬁﬁm@twiiﬁw%ﬁ ST S ¢ A R T R
AR L T AR P ’}'{ﬁﬁy@?ﬁ Tﬁxj Hi (Cengiz et al., 2007) - Parasuraman et al. (1988)
r~g&%£”ﬁ@Wg*“#ﬁ%%5aw%ﬁ< 5 MR E RRIFORR o B (R
A FUPEFS o PR R x,ﬁ RLIE iR TR LS R N A Hﬁ@%ﬁﬂ[ﬁf
PVEE - %A’?’E"ﬁi 7 lg‘wi YRR e ﬁf&hﬂ%ﬁ?ﬁ}lﬂf VR o PP
% Eﬁjéjﬁlﬁgjﬁfﬁﬁﬁ]ﬁl@ (Tax and Brown, 1998) -

TR % = LR STRPRBSA P O IR - RO KL S R T
PR (Sarel and Marmorstein, 1999)° ﬁfﬁlﬁﬁﬁ’j‘ﬁﬁf?ﬁﬂ[\}fﬁl@@?{ﬁﬁﬁ'ﬁ 15(‘574 AR
L—PE [ & Tx‘ﬁj ##  (McCollough and Bharadwaj, 1992) » 3 @ﬁﬁ%’}ﬁﬁff)”ﬁ (recovery paradox) -fl
GEe TRy EI’?F]‘ i (Andreassen, 1998; Goodwin and Ross, 1992; Magnini et al., 2007; McCollough
and Bharadwaj, 1992; McCollough et al., 2000; Smith and Bolton, 1998; Spreng et al., 1995; Tax et al.,
1998) « PR A B PR T T R T R S
(Goodwin and Ross, 1992; Tax et al., 1998) - - %+ rﬂﬁ/ﬁ@?ﬁ ﬁ]?E{,L””'F ﬁlﬁ[%’iﬁpﬁ?ﬁ?&?ﬁfp
R4 (Hess et al., 2003; Maxham, 2001; McCollough and Bharadwaj, 1992; Spreng et al., 1995;
Swanson and Kelley, 2001; Tax et al., 1988;) -

PSR TSR (LSS AR S TR R T
ﬁ'ﬁ]ﬂ Il}%ﬁ’%?\ﬁlf ;IEJEJE I (Fornell and Wermerfelt 1987; Smith et al., 1998; Tax and Brown,
1998) 58 (UL O REY S S0 S A U OB - WS (41 Beny,
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1995; Blodgett et al., 1997; Carr, 2007; Fornell and Wernerfelt, 1987; Kelly et al., 1993; Maxham and
Netemeyer, 2002)‘I—{F[j[ l’@'ﬁ['[’%ﬂ (U['Berry, 1995; Blodgett et al., 1997; Fornell and Wernerfelt, 1987,
Kelly et al., 1993; Maxham and Netemeyer, 2002; Sarel and Marmorstein, 1999) - Tfij%?fﬁj/ Y
R [

H4 ¢ TR 2 T RS IR P S ) T R -

HS © i T RSO I T -

24 BBAIHALBR T Ay DR AR » Al

F[E-E 4 (JiCarr, 2007; Singh, 1990) KL% (loyalty) i EF | VR[] - F] FVBHL i
(/I8 SRS iﬁ"ﬁ ;l%IﬁLfﬁtu%L[ﬂJ (behavior intention, BI) » ﬂl[—i?ﬂﬂ?@tht B e
B R R AR [ P VRV - BPOR 4R Y T
TR > PO 2] S R R RS AR o P45 Amitage and Conner (2001) T 7]
t@fﬁ'ﬂau (theory of planned behavior, TPB ) ﬁW"H JAtS 1367FE[FT,§?1/ Rt 8F||5_\1} KRR (7 1T
B SO T S BRTPBAIPEAC | (1 7 ) A S
RO < P AP I ﬂ@%f#ﬂwaﬁﬂ@?t

F1ik% (Kathrynetal., 2004) ] Jﬁ E ﬁxjjﬁl@%ﬁ? E F{ﬁljﬁ L”i] i [ ik 4{/4%“ (O’Connor and Shewchuk,
1989; Simons and Kraus, 2005) ameJF"’in )E{M“ S L JH[JF& (Simons and Kraus, 2005) o =9} >
ﬁx],gL R J?ﬁfﬁ’”fgﬁj £ ,’1J15?I—{f[ [’?JEI A~ FIFUESE F97 44 (Bearden and Teal, 1983; Tax et
al., 1998) - =¥ (" (Y[ Binter, 1990; Choi et al., 2004; Woodside et al., 1989) Wﬁiﬂ@%@‘i%w bl
ﬁxﬁil@ ?I— [FE# YT Jﬁ FUAY = £ R {F[J o pI9t > 1548 Blodgett et al. (1993) ~ Tax and Chandrashe-
karan (1992) "S- H PG E v VR VKT O RIPYRYATF FL?@%{)L{F[ s PRI ’F‘x‘_ %jgkﬁj‘[
Wﬁ@??ﬂ@%mgwﬁh (S R R 2 R R
Oy 1 A
H6 AR5 P S B ] PV e I EJ/%EB
H7 : %7%???3‘?5] AU SR L %fﬁi [ [FIRYS ©
D VR AR R R T DRI

25 % 21 £ p i 1% Ul

7 U O] PRI 25 £ S P SR - e
I LA R R Pt J’JLA gLJJ‘”?EUE% Sl E’!E J%d SR R A
FER 2 5% ffe PR HJ s = Pﬁﬁﬂw?WH%WE
E%f"ﬂl‘EJ (reflective indicators) A&l > &l Fﬁ] b AN [ ?iﬁl,rg UTJM . gﬂ%é@
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R A ik &

WL R

& (formative indicators) prifJ&El +=¢» = TE—Z,@JF ﬁf“i RAZEI [T Efﬁfﬁ ERHIE Fﬂ [ﬁlﬁ%&[fﬁ“ Natiding
BRI AL 5 E Frrlagieg o i A U’EIL ”Jfﬁﬂ"/ g o BT R ”3&? 15
P ﬁ’EJFTJ [

R EEE ﬂj;cfiﬁiﬁgl%fpmzlﬂ“ I @@@ﬁ@ﬁ@?ﬂﬁﬁ Eﬁ,fdfj’ﬁi » [} Jarvis et al. (2003)
S St T H RO R AR 178 BT 1,192 (PR - MRV S e
g JEFEHFF‘HF 353 [Pyl > PRI A EETM%?‘{} E‘[JF i 29.6% > %FSF%?F]H':E"{
JHIE! F F"%F ['Eﬁ TRTPAEE Y B =R UK - Jarvis et al. (2003) PRI P VRG]
AR R S ([ o R B T RNV (DWRI A
T PR S G B ﬁ F(QME ﬁ F'ﬂfﬁ)fﬁifl—'? i Fi TR S Q) ﬁ/
[ AR 5 (4)HEFIIYER . (nomological) ﬁ;ﬂ [t o A | EDARRUIT > T A Sy
PSR S TR - (B ;u« AR Bl | 5+ - A
WEEFRL T £ € } SIS ] SRR » PR R
A N R IEFISEH e

PUEEEH T (Beugré, 1998; Carr, 2007; Greengerg, 1990; Schoefer and Ennew, 2005; Tax et al.,

! FT%:’ e R F 5 EL Journal of Marketing, Journal of Marketing Research, Journal of Consumer Research £~
= {EHAEES 1977 = 2= 2000 = [H] b5 ShIR [/lf/ﬁ » [)j Management Science HFJI[J??%{ SEHHREITIE 1 1982 = =
2000 F o
2 Jarvisetal. (2003) I JZ: #9175 (Monte Carlo) ﬁl]iie—fl ARE R E&E"W%f’@%wﬁﬂj p 9t % A
I B (R BPR 335%~4929% iy | A Jé?—é‘,l i Qmﬂgﬁaﬁﬁ%%sss%
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W%)%ﬁﬂfjg%ﬂ%%%ﬁWme$’wﬂﬁﬁaﬂmﬁ%ﬁ(ﬁmﬁj\%¢23%
TR T AR A B R T R p PRI T
FERLIS PSS (03l 14 50 B ORI I T 23 3
R [ BRI o RO R S -

TEZ’FI‘E'F PP ST el 2 %Eﬁ‘, J NN i_;, | F AR & F?;@ﬁgﬂ
P e ”i W R R ML o [y BT R R ?ﬁ”sr‘* 1o BB Y

@mﬁﬁ:r”,hwmaalamﬂ¢&W%Wﬁﬁﬁwi ~ CEVRUM TR R AR
R L Tl e i el R S e LG R R ot e e (R (R e TR
BIRFIRT o RS > 7 50 RO 5 Rt R T R A R
e z‘f SYPERE o NI £ S Tarvis et al. (2003) FRET SISO R o 28T
PP 2 PR R REL ) S PR 7 [P BRI
A Jarvis et al FA[Y Type T » 5B T WP BT (YR80 ) — T~ W e
(VHgEE) , — TR

3. i%T5E

i?ﬁﬂ%'ﬁ*%ﬁﬂﬂ’ﬁﬁéﬁﬁW%ﬁfPWW S > (7] SmartPLS2.0 iU
fpm[wm:c [ B S e pjxglmrl | SRR PRS- S R
ST -
31 %7 T &

FPASH RIS TSR IR 2T R PR I R R R T S
VAT RO %4%4ﬁp% 025 AR P AP R o PRI AT 2
. ™ B P A SRR AR ff 2 R I oRE TEI%JI*JL}» T PR VAT R ™ R
)&kﬁ%;ﬁp uﬁféﬁéjpl (dimension) bp'l[ﬁj (facets) » ¢ %ﬁ[lﬁﬁ FIcT AR ’F‘F‘]fVE%EﬁHEUEﬁ
Pl p** R TR R | DR,
TR S HERIEE R

I FE'FQ T}‘u?{ﬁﬂﬂ i ¥ jJJ?J,; , Eu?f?v b B9l =S T O sl e I 5 o
PEY S - S R Y Frggﬁﬁg O > RPN F[fJ:jF:E{‘L LA Fﬁjﬁglfjifiﬁérnf'
(face validity) =]* FU?SF@ (content validity) }%1“1\7[“@%2? GH Jﬁlﬁrgf TFiaE E"F“IJ?EU; b TSR
GUELETR O HTRE T SRR R BRI H PR AR SR e 2 TR 38 S - PRI
*7 ﬁ‘ﬂ&u;éﬁﬁ THR A 50 ]]j“EJ}f'srfﬁi* Y E R R ppqﬂy H1 53
AT E 3 o (R EE 0.9293 3 AT S o (54D 0.9204 5 T 6
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1 PR

A T TS HIFFI=H 4
73 el 2 F[E AR FEL T IQF Blodgett et al., (1997); Carr (2007); Fornell and
HEHY G?%\' Wernerfelt (1987); Kelly et al. (1993); Tax and Brown
(1998)
AT TRESHESTIEY ~ #HE Carr (2007); Fornell and Wernerfelt (1987); Maxham
B@?ﬁ%ﬁ&‘@ﬁm ff' (2001); Maxham and Netemeyer (2003); Kelly et al.

(1993); Tax and Brown (1998)

Zrga %‘L‘QS;’;?FFL]?S‘FU%EW Blodgett et al. (1997); Carr (2007); Fornell and
Wernerfelt (1987); Kelly et al. (1993); Maxham
(2001) ; Tax and Brown (1998)

TR 2 RIS Y Carr (2007); Beugré (1998); Blodgett et al. (1997);
e VR T EE P T Seiders and Berry (1988); Tax et al. (1998)
163

T8 %55 ¥ fﬂﬁxj i[ff? Fu AR %% Cengiz et al. (2007); Coverly et al. (2002); Maxham
(G TRy I RTEEYS (2001)
IS
P i TRAp% “ 9> F . Maxham and Netemeyer (2002); Neale and Murphy
RIS e (2007)

FIRVER R R 2R l”*?"?‘f% Blodgett et al. (1993); Carr (2007); Maxham (2001);
)f“ %ﬁﬁﬁ%ﬁ HIEFF]7¥  Reichheld and Schefter (2000)
ﬂ FUERY AR

él £50.9325 5 1] ["EJFL[ CI | 5 ,@ ’ o If'@ £ 0.6961 > {]p& nglf_ﬁ&ff @{; ) 19@;\_# P

T S 9CJIH%;@|'§§EEJ PR 4 af ]f' 4 [1IEH £ 0.8840 ; "FRVERE R Fp 3
a If'@ £ 0.9044 ; r’i@z%ﬁﬁ?’ﬂﬁjﬂy S 4« lf'@ £ 0.9038 » it "@TEI‘F:!”FL‘, Nunnally and
Berstein(1994)! 3% &ﬁ’?‘/;{fip J?FT"J" Cronbach’s o = "D 1K 0.7 fURITf o 2{:?"2[" F"TE W[ & A
B PR IS S T Bl R RUE ?lfﬁfj’{ﬁﬁil 753)~ IF‘:“EJ 473~ *UJE[H T [ o1 57)e

32 T H%
A H%‘ﬁ amf%\ﬂ T %ﬁﬁ%ﬁi’ﬁn@ﬂﬁ%‘ﬁ%@flf SRR T E L T
SR J@F?ﬁﬁ* A %ﬁﬁi SHFACEHR IV A IIRR ﬂ{@ EXENG RS /U\ﬁﬁ

R R R R R ;‘ ulggp PR IRV RS 2 -
Jﬁt#@ﬁwiﬁ@v ; ﬁ_w&?ﬁm (FiFTB G ~ 1 F PTG ~ AR - MR (g]}iu
SR R A 'TIF*HFET) LRSI RO e 2 B 2 R
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e AR R B B S R SRR 319 2 156 % PSRRIV 1 iR
PTG ) - IR AR B LR R 36.9 4 17.4 12283 74 144 -
208 7F 9.5 * ’%ﬁ%'f‘, I@@Eﬁ@'#éﬁaz il > FLERRE YR (B F'[ e 4k Pl
R 39 3 PR G R o SRR T = T IS0 SRR B
TS (SRR 5 > 2007) © — Ep)F o PRORRIEE D ERRG, - e S R
(T ARSI ﬁ[ﬁ%ﬁb ol ¢’T‘Jmf' IR b AR R R 7
B ARG > Bk TEBIEY 3 0 2 1 B (MU PR Bl oTs - iy o3 PRAE RIS
Elfjméf "El'r’ f .Za‘[r[lq'y‘"'\kjrjilj E?E_‘F**‘ DT ﬁ‘g,lﬁtﬁﬁsﬁg\ F ﬁgp[ggﬂjﬂﬁgr& ?ﬁ
s

B *@ff AT HRLY AR O A IR SRR S T ?[E’Jﬁ:ifﬁ
EEI‘/WW’T;%J}J W*ﬂ%y Sl Fih t wﬁm‘—ﬂ& T
SRR fgg‘“‘fﬁﬂﬁffrﬁl. OPRFS A~ [ISED o 915 SV IR - 12
B i

VDS~ HARERIEIISRE A I [ AN T A R R TR T (8 E ) )
SPSS H517F N (27) W 2 [MPHER R st S R 0

(ANOVA) » I' kg it liﬂ[ﬁaﬁ@&%ﬁg I BERLT 27 eI - BRI )
139 A b EH 109 * 5 JREERY VEE A 120 ¢ ffiﬂ 130 * erﬁiqﬁﬁﬁ.pq

fifi£% 3.231 > p it 0.072 > %a% YL 0.05 - BT T P IR R 2 EHIERE
IR PR - RIS e &H[f?ﬁr%f'ﬁf%pi B HIeH 56~ o BuisiERBEH 139 & 0 Pl ERE
H o152 * ’ﬁlgff@fﬂ*rﬁﬂﬁrﬂ IS %o PN PR B - AT ANOVA L - IR
T I PR P R A R 50 I e e AR PRAR R 2 p_value ST A
0.178~0.869 (% 2) » FYE R 3 0.05 « AP I ID 73 B E i3 2E R
PR el ] iP5 ANOVA B » B ﬁggwaw[mﬁjafpgo

F 2 T IRlRSE R VR G T

&-fl £ F fgt B 1%
NE ol 27 1.646 0.178
e 0.527 0.664
TRt 0.447 0.719
P > 1 1 0.240 0.869
TR P 0.489 0.690
P 0.786 0.502

FIRVEEp| 1375 0.250
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33 B w el it Bk

FT- *Eﬂﬂ [ AL ?[ﬁapl ﬁghﬁu 12007 & 10 5] 20 FIZ 12 ] 10 |13 550321
Gl W%@*Wﬁﬁ%Q{“*ipurwﬁw@ P HEE I 248 [ Bk LS
K 77.26% © BV FETRH L RET ﬁElﬁiﬂmgﬁﬁﬁﬂj [H1E% 2007 & 10 5 15 FI= 12 £] 10 f! ’5‘?&%%@
vy 290 ﬁlﬁé*;f‘ﬁ KR R = PR TR > HEHpT 250 BrEp3sifils - keI
1457, 86.21% > %Z’ﬁﬂ[piqsrﬁ:i TRl 3 F -

IR Aot i sl e b= iRt B - RIS - ORI I
rrmg;;lﬁj AR IE[JFTJ P - [varrfﬁ L eR) e e [’H o B FRE 1%
£l (leert Scales) BRI F,frﬁlﬁﬁ@@vﬁg FLERUAIRE » S HH R 28 g 2 4R
)R o R URR F‘ i 2 R FEPE R e i WTPP:“‘:T% *rﬁ?{**ﬂi
e H [ﬁﬁjiiﬁ l'ﬂrj (common method variance, CMV) f UFF IRH (Podsakoff and Organ, 1986)

%3 BMPUSRE AR
BARE  EH R PO BAHEr M BAN [l

W] £l 259 520 ESE ol T RIBER 68 13.7
+ 239 480 e 29 5.8

P B 18 3.6 GMEE ¢ 90 18.1
NED 74 14.9 pings 77 15.5

gj%_:[ 128 257 B 10 2.0

Lz 207 41.6 gf fipers s £y 24 4.8

i 50 10.0 s 157 315

(R 21 42 A 19 3.8

ey & 19 550 41 8.2 S S 5 1.0
20-29 7% 254 510 H 19 3.8

30-39 7% 114 229  REREEH 5 v 297 59.6

40-49 7 47 9.4 2~5 7% 107 215

50-59 7% 36 7.2 6~10 % 11 2.2

60 ()1 E 6 12 * 83 16.7

BB B 56 11.25
o IR 139 2791
BTk R 152 30.52

FUgBE I 151 3032

TR A — [ P TR S R
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?I:fpﬁ‘;[u(ﬁll‘z“ LS TG FPVEZENR (R CMV [?EJI& > [Mift Podsakoff et al. (2003) FZ [V [™=
o S R %ﬂf&“ ARG PR S PR ERE S -
9 T ;«jaéff pfm FIA j;fPI% ([t Sanchez etal. (1995) [ui% > I') SEM ke » [t
- fga=ed g e Cife > ~ A s T e RS UY ~ [ RV
D) F{Jfﬁﬁuﬁ BV o o SR s U > B 1%74 UEIEHF&%NS * £ 5593.84 > i ffif
FEAPIFTP IR 5D 260 o7 £ 100537  RyHAFHE™ - » A EL 458847 (AX FIFIIEL 15) 5 it
x> =24.996 ¢ TEARFHEE FEE ,T\E%:&J LR AT Al (it pOTeie = B

FPHAR I'k];é FFFJEETT;T‘ B o

[t A

PR | Ringle et al. (2005) Frfji] 521V SmartPLS2. Oﬁjﬁg R ﬂﬁ”ﬂ‘g%&“ N
P RS - riW’?‘/fF'[Tﬁ FUpAAR J\fﬁ fli"] PLS pus5 477 L' Petter et al. (2007) F%t <5 PLS
IR L 2 RIRLESRY [ ELRE (Components-based) [Uf8i= » i ™| LISREL = AMOS [I[[RLELF*
HAd Rl e (Covarlance based) fIfi=  BY {77 BLRERIOR T ’?H-[/ [Jﬂﬁil LRI > >

P EBIEIR F E AARSS © PR 7] 25 (R g W > PR
[E@\T“E'b 98 » FI H'ﬁFﬂ TLHR Al S TR [T R I I e N /J?TLF“— E[RE
S AR ) Tdi:ﬁ?n;' FYRBERTURBUIER FLRL R -

SEH] PLS 55 T’Tﬁ%ﬁ " ARy ]ﬁ@ (composite reliability, CR) F[I HAg@ gl # TV E! (average variance
extracted, AVE) F'I'J55[H["] ?TEE {?FELF'JFIM A IS f‘;‘fyﬁ#\?ﬂj} PLS j}ﬁ?ﬂfﬁ] | CR il
KT 0.5 B NEG [FRLAAT 0.7 ﬁ e ﬁﬁéﬁ Jﬁ%m;ﬁl (Chin, 1998) > [i] AVE [l[[RL*-4% 0.5 (Fornell
and Larcker, 1981) ; F|# » i SR IUA#REHE 1 £ R? fifi » Tyt [~A9%E 2 [T5 (path coefficients)
HIFS R 3 (RET > 296) -

_"'H

4. AFTHER

4.1 BIEBF A H

Beugre and Baron (2001) ~ Carr (2007) ~ Schoefer and Ennew (2005) -4 ! ’F:if’[ PRS2
[ﬂ:i- pj‘%r[[i [J’E}I Fl ) _' B;‘f A [iﬁijﬁ:ﬁp'[g\@lﬁgﬁ’yfﬁ@ ’ E[“N I'}H IE[[;]EIU ?@T‘EI—T IF\I[—{J > [
R N T 7 ey [;i;yl,,:pmpa;j SRR TR A R HRIERE 2
BeoiHIEy 0.173 ~ 0.372 ~ 0.513 -

rj:’f/E%‘J”, JEHIEMECF1 > Anderson and Gerbing (1988) ! BRI EHEIY 5] T’?FLFE—L lfF:]&
(e PR R B (e AR HTRL e st il 1 =] [?f?“?@# P (2)WERL
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AR [ﬁJifEﬁ}@ PRV R RG> o Al AR TS IR R AR I - e Y
(convergent validity) — ]«jf", T [ﬂ R =S R 'ﬁ[rﬁ’@ FIAgR > e P ] Jﬁlrﬁ%@@
E’[F AR AR fi 1Ji J‘,Ll"f[ EIEIE! 55 Bt ’%ﬁ'ﬁ ; B34 (discriminant validity) —}H
T’Fﬁ‘ﬂ ORI 7 R <X Bl P ARIRIFS 4 B P IRIFY % RERNIREE = AHR
JIHT ”EI;FEITJ%E»% F;,uCE j:fPﬁ‘JtT‘ijJ%aBagozm and Yi (1988) pUgR » P& = ’F'ﬁﬁ E| ;c"l;[@j\ ET,M
B AR P BB f‘}},@n Ry

( IZFTE T fﬁ@ (individual item reliability) * IFHFyELL" ff H B ABLY S RIS 2 £
m Bl (factor loading) » A= —~ '%@g@g«ﬁ BIURRS R 4 o ZI:TJIZI‘*’EFFE REX ‘*rﬁﬁ.”raﬁl# 0.5
BRI = IR Bk Pk I BT ERRE /T 0.788~0.944 0 FF Hair et al. (2006) fuk L -

T A ’E‘uf, % CR [ Yy "oy CR {LRLE e RIRBCRF L oA » 24 24
Tﬂpq ?2[ ek ]f' L}F BT lﬁdﬂfg,ﬁ}@? fup f[ Zﬁ[@ﬁj}ﬁgj > Chin (1998) E#Z(ML 0.7 ')

 fge 4 A A0 AR CR i 0.7 fufgviel | 1 A0 CR ffi 4T 0.923~0.951 » 4
%’ﬁfé‘t@ﬁ Il Iﬁi* ?)’T’I‘iﬂﬂiﬁl °

ifgﬁ}@ I 1A F 2V EL @ AVE RLEFET ifgﬁ}%‘%fgj I ﬁyﬁ”g%%@g@%ﬁﬁﬁﬁ@r@fﬁ@y Y
o0 F AVE { i}ﬁ'] s HlIZ fg’ﬁ};@ FIE | Tl Ik 358 =215 #5578 > Fornell and Larcker (1981)
R EE AT 0.5 e 4 [lIEFT > PR ﬁﬁ@fg]ﬁfj AVE 352 e 0.5 FOlgf - ;fgﬁ}@
*Hl AVE Bfifl /i 7% 0.742~0.870 -

42 R RS

ASEHPLS (R AR RIRO SRR G B GER P AR 1 (R BRI
B TSRO AR S A 0=0.05 - i 2817 KL IORBAE L B8 13 A TR (5
5) > ST RIRL = ST T SIS E (0.173) 5 AHL T SRS T E (0.372) 5 D
T RIS T % (0.513) 5 TR RS T IS ARETHE R (0.752) RS A T ]
@ﬁﬁﬂnﬁrﬁﬁﬁwﬁ@WaImﬁ@«M%ﬂ%%ﬁwﬁﬁ@a;@@@m«m%y
[ = F F‘L#Fﬁ‘t[ﬂ | (0-481) - 5§y WY B BRG] - WO AR+ DA
CE| TSR TR 0 T ) AT RA YR AR S T R ey
7 (R 50977 ; r%ﬁﬁﬁ Yﬁjmyj TE r%?ﬁﬁ}frﬁ T TR - SR
T R R ] (R?) 5 0.565 1 T | IR ] TR s TSRO ) T
[F] BRI | l’ﬁﬁl#ﬁ:ﬁ"{F{fﬁ@E-lEﬂ?ﬂu’J (R} £5,0.642;TF F“@gqﬂ ! V:UF%J/;"{(JFFF?WE]%I@J‘W'
W POTRURR R PV RE R ] (R) 1D 0.675 FII 2) -
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* 4 @«EJH‘J;I 'E‘%r BEERBEIITVE

PRSI & A El i & CR AVE
2] i) Fr’,’éﬁ;i IRER - A7 @ﬁ%@ﬂﬁﬂ W RIS 0916 0951 0870
Fdl)
F'}'éﬁifﬁ HR A Y U R RETRVIRSGS 0.939
Fd2)
Hi a2 IR xﬂztﬁﬁs‘e; “FS P RIS (F3) 0.937
Rl s F,’I'g@;g f ggﬁ = s Wﬁ;ﬁ]i@@%%ﬁ@ﬁﬂ@ 0.869 0.940 0.759
Fpl)
BESRE % IR (EORUERRE - = S gy 0.887
F'@F%FJEE(FpZ)
/W?ﬁi;i?%* bﬁf%[pl%f FERY L (Fp3) 0.888
‘W'lr,iﬁat?[?ef [l 22 2 oty R RS PO 0.868
(Fp4)
fw'lﬁiﬁ}%?%ﬁa angﬁﬁ”%\wsﬁfﬂ [ (FpS) 0.842
g fmﬁif IR - B @I&Jiﬁlﬁﬁ F(Fil) 0.845  0.945 0.742
E[éﬁif IREIF - PR YRS AU R ] <o (Fi2) 0.870
W?Ti?ﬁﬁei ﬁﬁﬂiiﬁt@%ﬁﬂﬁu&ﬂ F(Fi3) 0.880
o SRS PV REIE ‘&?@xﬂa}?ﬁﬁaﬂﬁw SEHEE 0.863
’““Ej‘f?E VI ”F} I (Fi4)
TR ‘ﬁ%ﬁ?‘ﬁ%w%?% S EHRE] 0846
2 SRR EEIES PO RIREL(FIS)
IR S R I IS puReT e 0.864
F;ﬂ 'T(Flé) i i
Tk E‘[Zéﬂa [T o =5 S e © i (S 1) 0.903 0933 0.779
g A f&El&’nyﬂi’\ G PRI B E(S2) 0.914
E[fﬁiff Sl [[ﬁ‘jiﬂﬁ'ﬁnﬁlﬁﬁ%‘%(s3) 0.919
rﬁ”xﬁi F*ﬁ#akﬁ' IR T E(SH) (R) 0.788
W R J{guiyg U TS SRR PR (W) 0902  0.923 0.750
FEERIHIRE 25 01 7 L P~ RS RO T 0.879
) 'Fif * v
e *%“’F"i"fﬁbny‘&{ EEBIE(W3) 0.860
T‘ii%\ ?‘»P‘Fﬁ‘a%ﬂi&ﬁﬂ%ﬁﬂm ’f%ﬁj\gﬁ%%% 0.822
;ﬁ SEF PR (WA (R)
FI VB E;ééﬁ\ RN i@[ﬂ;‘au@ SR (11) 0.921  0.945 0.850
Il r IHW%%IBF @ng;ﬁ E3pi! g‘ [prfedyag- B 0.944
*(12)
0.901

A =g e < St S = K 25 YRR e
LF*%'FH%(B)

R : P2 i -
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25 RS E R (RR

i g ﬁrﬁJ [ R e t i B ey
H1 Syl 22 SR FF‘?T N ES 0.173 4.960%* 'ﬁ
H2 R SRR T 0.372 7.896%* L
H3 S SRR R 0.513 11.360%* L
H4 E)ZEL R e R o R TN 0.752 12.749%* L
H5 RSS2 T > T 0.356 3.100%* L
H6 e e > vl 0.498 4.594%% KL
H7 IR UE > F U 0.393 3.242% R
HS [ > RV 0.481 4.017** L

0.916%*
0.939%*
VAN VAR
0.937%*

0.869%*

0.173%*

0.887**

0.888%* E%jj/\qz 0.372%* H&Jﬁiﬁg%&97fﬁ: 0.356%*

IR E
R*=0.642

0.868%

!
S
=1
o
2
S

3

H

Fp4 #8401

1
el
v

0.513%%

0.845%* 0.752%% 0.498%* 0481*
0.880**
- 0.863**

215
0 846> 0.921
. =y
Fis 0.864%* H%Eﬂﬁﬂ'ﬂ
R°=0.675

0.901%**

Fi6

*p<0.05, **p<0.01

B2 ERRSRE T RV ) et
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5. 595

L) S EHPRBSE I O 2 (IR 2 AT fﬂﬂ'quﬁf‘%
PPttt > s DR ) USRI R AT IR T g T
Rk Tyt & [_{%’%;['?P'fﬂ 1*]#[;19}' i_7 S T ;ﬁf ) S F_ﬁ:ﬁ
SBRFTHIFEECE ~ [ R RV PO

PPIRE N E TR A OE] TR ST e T ‘\@;[ A=
FISERBYR - AT ) TSR T N— T Ty
Tl T VIR o TEE I PR R - b ,EFA@?NE}@@? 0 24
U > SRR R AR S T > R R S I
PRI © ST N SR - ww b
ST - R VIRV 2 TR 2 SR R R S B S TR
ISP S SR F | VIO - AN AR ) R N AR O R
AR R PR T R AR5 S R R e E'ﬂ’ﬁ
RASPS S R A RO (R BT AR - 9t Waﬁww.m
SRS GO N B - 2 2 P S RO yybl?fth}?:*ﬁ: V%L
RGP S S L1 e

EEPAIRE 1 AREFH (U Dasu and Rao, 1999) FEFIBMIIGETH = 0T A ok
S S A R T ;ﬁ T SRR B R o SR B PR T A
WIRe A 2 g T |« TR 0 TRy | = e %‘ﬁ‘f—{f[@%ﬂ%%
N R N %@%?ﬁﬁfyﬁ A SR H P AT -

6. LM

%Z?E‘p zt’rrvlzj:f_iﬁrp JfFTFZP @F%’E@ TR %ﬂﬂzf ﬁlrﬁ’ﬁ'}ﬁlk—ﬂ s ST AL

R ?FT"Z[“ [E%F%lﬂﬁir%yg@éﬁ Hﬁ[?l'ﬁ’ =5 F;JE'L?‘ i ﬁlrﬁfpﬁ"ﬁ (U['Beugré, 1998; Carr, 2007;
Dasu and Rao, 1999; Greengerg, 1990; Schoefer and Ennew, 2005) 5l ﬁl” "Tr‘ 7w @F%,’%JE’Q 5

sz?LFkT gl AR B ﬁ',r,i’r‘ 4% (J['Blodgett et al., 1997; Fornell and Wernerfelt, 1987; Kelly et
al., 1993; Maxham and Netemeyer, 2002; Webster and Sundaram, 1998) 5 #E 5 il » S ESindhav et
al. (2006) T U 5L R 2 T SRR UL S g’gglr ;ﬂt’f@?ﬁﬁ%%f’ﬁﬁﬂé’
ﬁ » PSRN = ﬁ'TJ’TD" (J'Blodgett et al., 1993; Blodgett et al., 1997; Kelly et al., 1993) [~
%J HIRT > 4 p=[EMaxham and Netemeyer (2002) + Neale and Murphy (2007) fpl"" JEad PN 58 At SR

IR F VI RS 2 T SR .I;.Jlf PP @?&6}5@#4 TRRL Y S AR
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F%I%’PFDJE (J[Berry, 1995; Jones and Sasser, 1995) fi*Jadi{N ﬁlﬁ 1= f=Shapiro and Nieman-Gonder
(2006) AT A BT & i R STV R RS VMEIE;?W%’% WRETRI V] SHN
4 ﬁ'?f&rpﬁ% (J'Andreassen, 2001; Cronin and Taylor, 1992; Oliver, 1980; Spreng et al., 1995) Fsi
AFTE] > *9p=sCarr (2007) ~ Simons and Kraus (2005) P45 N 3 FUBH & J 0% P00 | Uy
P SRR 6 5 PPk SRS T Aokl 4 i AT (JBlodgett et al,
1993; Tax and Chandrashekaran, 1992) padifN4I{l] -

S PRI B OTIH ) RS RRRLERARL [y BRY o T

EJ]**%« (Dasu and Rao, 1999) > lﬁlﬁgﬁiiﬁrﬁk#%f];ﬁ@%ijf ;ﬁ PRy F7[FH_ R o SR F[EJ

Fuh R uﬁrg% T RSV IR o PR R R IR R -
”#* SR 7975 1 I - P RS SRHER  ) SRS

PR PFH > BGSERTEA R RE  [FIU0TE 2006 & SR l}'ﬂJFqJ\E‘EPE‘E Fle=pu gt R
J%'”ﬁ—l L:’?ﬁ’,FI%EJﬂE‘”i I B fud i ! F%?—i Bl = RS PR IR
R ORI 9N - HEY PRI [P R AL
RO 2 Fop 2ot %‘ii@ﬁ@t—'ﬁﬁlﬂ @Isg:@f [/Np A L S
RUE 20 [~ Bt 1R 4 7+ o P f UREFTRFOT - D SRR
& FIEIpvRYEE -

PR A RTINSO F YRR 2 R R
B o RS R R AR R R S BRSBTS
G o S RO GRTE ERAE S S RCR s R Ry P A A A
S NI R (CEM L EE S ap gL L FH,EJ 5 %Tf#ﬂ“@@?%f'&fﬁ’fh%@ (standard operating
procedures, SOP) (Hart et al., 1990) > i/[}{’j“ FIFPUR B | ﬁf”@ [ S (B e F} I
o I IE Y F PRESE S A B Y BT AL '[/[[Fhﬁ%lﬂ“{j‘}f”# Bl TR f‘J EpTfi
[~ FY SIS N B IORSSER R EE. - 47 SOP [OfEAl | W » Ity
o R R PRI Ngﬁg‘ﬂ’?ﬂ%ﬁmqi?’ﬁfl# iy = 2 PR R R
TR = 2R 8 1 gy e = *{ﬁwp&pl:— T URCE - TSR ORI B R PR
Eiﬁgjﬁﬂ\iﬁﬁl (Dasu and Rao, 1999) « [F=9f » | FR5 |2 {22 5 - S BEPIORATE - EIACEE 22
(7 SR LR R R S SRS R 2 T A o T S IO T
P PRI [ SRV E 1 )€1 (Dasu and Rao, 1999) - F RS U AORR Y AR & Y
ﬁﬁf}fjﬁg s [RlgP= s &ﬁﬁﬂ?ﬁﬁff’rf*ﬁﬂl » L IEI | F - EJ%H{F’L 'TFIU*?}J??“?&’; (Gronroos, 2000) »
F'J?ﬁi?ﬂ&zifﬁ'ﬁﬁ%“ﬂ FAFOSF A0 3 EE 50 SBR[ 1 i s -

PR le s Sl F‘ ”%3[}{1%& |FEE A JI—Eli’Jiﬂ (Maxham and Netemeyer,
2003) » [ Fi‘q‘r&&;f%%%;[ﬁ’f [T fid *;? ancw ?‘@T—?*Til 'EJF TSRS



360 FTEEE K

FYMETS -+ RERGEH R RTINS - 2 2 A R 2 I - R AR -
W LA bgﬁ&[lrg@ FIJFF R > ig&@uﬁyf vz e it VR B i VE
SRS EEF RIS -

¢wﬂ@ PRI A PSS o R BRI L R g
@wwﬁﬂfgl_ WAATECH P JE&E‘FTHE}'FUQE“J‘ 0] FIFREEHIS Bk

P BB - il "éfﬂmp"*ﬁffr‘é flfs ﬁ e Bﬁ% PR (2 17 - 4 Pk H R 73
ﬁ%#?g&%‘ﬁlrﬁ At (Post Hoc Model) » 2 SRS Rt » 5™ @iaya HEH
¥ gfg,gm[gj%# i EE*E[%*:H;E I TPE S E A (e e p e - BER
i (S5 4 R OBy » (RIS 2 50T B PRI - MBI T
Wﬁ%ﬁﬂ’sﬂ%ﬁ’ﬁ@?ﬁﬂ Z0 P RM R T2k (Multitrait-Multimethod) ElfJ’PFDJtr%éf it
SRR IR DA G BRI BB FLR SRS R T R RV R
7\ [ﬁﬁl?ﬁtﬁg?ﬂ £l ?Fﬁdqgﬁﬂgll'{mfﬁff AFJ?IFL FJ?'&} o



Biigx MRS LB

Fdl Fd2 Fd3 Fpl Fp2 Fp3 Fp4 Fp5 Fil Fi2 Fi3 Fi4 Fi5 Fi6 S1 S22 S3 S4 W1 W2 W3 W4 11 2 13
Fdl 1.670
Fd2 1.324 1.699
Fd3 1.356 1.440 1.792
Fpl 1.051 1.225 1.276 2.052
Fp2 0.967 1.174 1.173 1.564 1.979
Fp3 0.956 1.113 1.107 1.416 1.421 1.864
Fp4 0.975 1.117 1.063 1.233 1.316 1.326 1.800
Fp51.018 1.157 1.158 1.328 1.308 1.344 1.395 2.096
Fil 0.925 1.045 1.156 1.257 1.279 1.157 1.206 1.304 1.839
Fi2 0.977 1.093 1.144 1.221 1.308 1.112 1.159 1.174 1.395 1.982
Fi3 0.999 1.237 1.160 1.293 1.314 1.246 1.301 1.310 1.388 1.392 1.957
Fi4 0.990 1.132 1.129 1.268 1.221 1.148 1.138 1.224 1.349 1.290 1.401 1.968
Fi5 0.956 1.136 1.117 1.230 1.211 1.210 1.180 1.167 1.223 1.145 1.338 1.483 1.862
Fi6 0.950 0.995 1.038 1.203 1.266 1.124 1.106 1.080 1.178 1.341 1.226 1.337 1.355 1.888
S1 0.810 0.897 0.952 1.146 1.228 1.175 1.106 1.170 1.145 1.207 1.199 1.213 1.195 1.200 2.454
S2 0.668 0.862 0.872 1.130 1.174 1.136 1.009 1.168 1.134 1.117 1.166 1.119 1.107 1.130 1.943 2.360
S3 0.774 0.946 0.888 0.995 1.054 0.995 0.916 0.962 1.028 1.054 1.079 1.147 1.105 1.074 1.696 1.552 2.497
S4 0.697 0.849 0.828 0.994 1.047 0.949 0.891 1.015 0.956 0.978 1.009 0.967 1.025 0.919 1.572 1.468 1.629 2.570
W1 0.852 0.915 0.954 1.026 1.101 1.085 1.018 1.067 1.064 1.069 1.145 1.038 1.067 1.002 1.552 1.507 1.764 1.602 2.479
W2 0.796 0.884 0.958 1.048 1.084 1.093 1.038 1.147 1.088 1.079 1.169 1.025 0.985 0.984 1.561 1.508 1.735 1.504 2.005 2.453
W3 0.675 0.752 0.800 0.988 1.038 0.964 0.875 1.027 0.949 0.964 1.038 0.943 0.860 0.861 1.425 1.341 1.660 1.456 1.843 2.005 2.623
W4 0.763 0.870 0.892 1.066 1.076 0.988 0.967 0.957 1.029 1.041 1.107 1.063 1.035 1.033 1.304 1.233 1.262 1.227 1.418 1.393 1.293 1.830
11 0.733 0.879 0.900 1.057 1.082 1.041 1.049 1.006 1.058 1.085 1.171 1.056 1.112 1.055 1.348 1.358 1.336 1.300 1.478 1.488 1.302 1.488 1.834
12 0.738 0.883 0.920 1.137 1.119 1.031 0.957 1.029 1.072 1.096 1.145 1.117 1.118 1.126 1.380 1.285 1.240 1.255 1.342 1.436 1.287 1.430 1.474 1.891
13 0.619 0.716 0.750 0.807 0.875 0.820 0.874 0.945 0.924 0.885 0.951 0.952 0.893 0.881 1.117 1.088 1.113 1.326 1.246 1.291 1.113 1.114 1.127 1.310 2.009

1%/

ORI

[

T

¢

IJ < rAIIJE:\LI\

RN

E NN

oy

&gt

9¢

1



362 ﬁ

ZERK

R R %Jﬁr&&ﬁ Fp K R e R gl 5B A FF 0 2008.10.15 [online available]
http://www.doh.gov.tw °

P T T S R LY R ) £ R R
FEE > 9T TS W NBI9LF > 209-231F 1 -

YL TEM] PLS PRFIRB = 2970 2 Al VR J\Iﬂﬁau RIS St B G
sl 96 F 5 13-23 EJ o

§miﬁ F'jé R Jﬁ?ﬁ?}*—ﬁ%}iﬂﬂ?ﬁﬂ f'J » 2008.12.30 [online available] http://
www.libertytimes.com.tw/2008/new/may/19/today-int7.htm °

Adams, J. S. and Freedman, S., “Equity Theory Revisited: Comments and Annotated Bibliography,” In
L. Berkowitz and E. Walster (Ed.), Advances in Experimental Social Psychology, New York:
Academic Press, 1976, pp. 43-90.

Adams, J. S. and Jacobsen, P. R., “Effects of Wage Inequities on Work Quality,” Journal of Abnormal
Psychology, Vol. 69, No. 2, 1964, pp. 19-25.

Adams, J. S., “Inequity in Social Exchange,” In L. Berkowitz (Ed.), Advances in Experimental Social
Psychology, New York: Academic Press, 1965, pp. 267-299.

Adams, J. S., “Toward an Understanding of Inequity,” Journal of Abnormal Psychology, Vol. 67, No. 5,
1963, pp. 422-436.

Anderson, J. C. and Gerbing, D. W., “Structural Equation Modeling in Practice: A Review and
Recommended Two-step Approach,” Psychological Bulletin, Vol. 103, No. 3, 1988, pp. 411-423.

Andreassen, T. W., “Antecedents to Satisfaction with Service Recovery,” European Journal of
Marketing, Vol. 34, No. 1/2, 2000, pp. 156-175.

Andreassen, T. W., “From Disgust to Delight: Do Customers Hold a Grudge?” Journal of Service
Research, Vol. 4, No. 1, 2001, pp. 39-49.

Armitage, C. J. and Conner M., “Efficacy of the Theory of Planned Behaviour: A Meta-analytic
Review,” British Journal of Social Psychology, Vol. 40, No. 4, 2001, pp. 471-499.

Babakus, E., Yavas, U., Karatepe, O. M., and Avci, T., “The Effect of Management Commitment to
Service Quality on Employee’s Affective and Performance Outcomes,” Journal the Academy of
Marketing Science, Vol. 31, No. 3, 2003, pp. 272-286.

Bagozzi, R. P. and Yi, Y, “On the Evaluation for Structural Equation Models,” Journal the Academy of
Marketing Science, Vol. 16, No. 1, 1988, pp. 74-94.



PR T T R VR VP 363

Bearden, W. O. and Teal, J. E., “Selected Determinants of Customer Satisfaction and Complaint
Reports,” Journal of Marketing Research, Vol. 20, No. 1, 1983, pp. 21-28.

Bell, C. R and Zemke, R. E., “Service Breakdown: The Road to Recovery,” Management Review, Vol.
76, No. 10, 1987, pp. 32-35.

Berry, L. L., “Relationship Marketing of Services: Growing Interest, Emerging Perspectives,” Journal
of the Academy of Marketing Science, Vol. 23, No. 4, 1995, pp. 236-245.

Beugre, C. D. and Baron, R. A., “Perceptions of Systemic Justice: The Effects of Distributive,
Procedural and Interactional Justice,” Journal of Applied Social Psychology, Vol. 31, No. 2, 2001,
pp- 324-339.

Beugré, C. D., “Perceived Fairness and Workplace Aggression: The Potential Mediating Role of
Organizational Commitment,” In Proceedings of the Eastern Academy of Management, Springfield,
MA: May, 1998, pp. 14-16.

Bies, R. J. and Moag, J. S., “Interactional Justice: Communication Criteria of Fairness,” In R. J.
Lewicki, B. H. Sheppard, and M. H. Bazerman (Eds.), Research in Negotiations in Organizations,
Greenwich, CT: JAIL, Vol. 1, No. 4, 1986, pp. 43-55.

Bies, R. and Shapiro, D. L., “Interactional Fairness Judgments: The Influence of Causal Accounts,”
Social Justice Research, Vol. 1, No. 2, 1987, pp.199-218.

Binter, M. J., “Evaluating Service Encounters: The Efforts of Physical Surroundings and Employee
Responses,” Journal of Marketing, Vol. 54, No. 2, 1990, pp. 69-82.

Bitner, M. J., Booms, B. H., and Mohr, L. A., “Critical Service Encounters: The Employee’s
Viewpoint,” Journal of Marketing, Vol. 58, No. 4, 1994, pp. 95-106.

Blodgett, J. G.., Granbois, D. H., and Walters, R. G,, “The Effects of Perceived Justice on Negative
Word-of-mouth and Repatronage Intentions,” Journal of Retailing, Vol. 69, No. 4, 1993, pp.
399-428.

Blodgett, J. G., Hill, D. J., and Tax, S. S., “The Effects of Distributive, Procedural, and Interactional
Justice in Postcomplaint Behavior,” Journal of Retailing, Vol. 73, No. 2, 1997, pp. 185-210.

Blodgett, J. G., Wakefield, K. L., and Barnes, J. H., “The Effects of Consumer Service on Consumer
Complaining Behavior,” Journal of Service Marketing, Vol. 9, No. 4, 1995, pp. 31-42.

Carr, C. L., “The FAIRSERV Model: Consumer Reactions to Services Based on a Multidimensional
Evaluation of Service Fairness,” Decision Sciences, Vol. 38 No. 1, 2007, pp. 107-130.

Cengiz, E., Er, B., and Kurtaran, A., “The Effects of Failure Recovery Strategies on Customer

Behaviors via Complainants,” Perceptions of Justice Dimensions in Banks,” Banks and Bank



364 AT

Systems, Vol. 2, No. 3, 2007, pp.173-196.

Chin, W., “Issues and Opinion on Structural Equation Modeling,” MIS Quarterly, Vol. 22, No.1, March
1998, pp.7-16.

Cho, Y., Im, L., and Hiltz, R., “The Impact of e-services Failures and Customer Complaints on
Electronic Commerce Customer Relationship Management,” Journal of Consumer Satisfaction,
Dissatisfaction and Complaining Behavior, Vol. 16, No. 5, 2003, pp. 106-118.

Choi, K. S., Cho, W. H,, Lee, S., Lee, H., and Kim, C., “The Relationships among Quality, Value,
Satisfaction and Behavioral Intention in Health Care Provider Choice: A South Korean Study,”
Journal of Business Research, Vol. 57, No. 8, 2004, pp. 913-921.

Colquitt, J., “On the Dimensionality of Organization Justice: A Construct Validation of a Measure,”
Journal of Applied Psychology, Vol. 86, No. 3, 2001, pp. 425-445.

Corbin, C. L., Kelley, S. W., and Schwartz, R. W., “Concepts in Service Marketing for Healthcare
Professionals,” American Journal of Surgery, Vol.181, No. 1, 2001, pp. 1-7.

Coverly, E. D., Holme, N. O., Keller, A. G., Thompson, F. H. M., and Toyoki, S., “Service Recovery
in the Airline Industry: Is It as Simple as Failed, Recovered, Satisfied?,” Management Review, Vol.
3, No. 1, 2002, pp. 21-37.

Cronin, J. J. and Taylor, S. A., "Measuring Service Quality: A Reexamination and Extension,” Journal
of Marketing, Vol. 56, No. 8, 1992, pp. 55-68.

Dasu, S. and Rao, J., “Nature and Determinants of Customer Expectations of Service Recovery in
Health Care,” Quality Management in Health Care, Vol. 7, No. 4, 1999, pp. 32-50.

de Ruyter, K. and Wetzels, M., “Customer Equity Considerations in Service Recovery: A
Cross-Industry Perspective,” International Journal of Service Industry Management, Vol. 11, No. 1,
2000, pp. 91-108.

Deutsch, M., “Equity, Equality, and Need: What Determines which Value Will be Used as the Basis
for Distributive Justice?,” Journal of Social Issues, Vol. 31, No. 3, 1975, pp. 137-149.

Duffy, J. A. M., Miller, J. M., and Bexley, J. B., “Banking Customers’ Varied Reactions to Service
Recovery Strategies,” International Journal of Bank Marketing, Vol. 24, No. 2, 2006, pp. 112-132.
Edwards, J. R. and Bagozzi, R. P., “On the Nature and Direction of Relationships between Constructs

and Measures,” Psychological Methods, Vol. 5, No. 2, 2000, pp. 155-174.

Estelami, H., “Competitive and Procedural Determinants and Disappointment in Consumer Complaint

Outcomes,” Journal of Service Research, Vol. 2, No. 3, 2000, pp. 285-300.

Fornell, C. and Larcker, D. F., “Evaluating Structural Equation Models with Unobservableand



PR I T R VR VP 365

Measurement Errors,” Journal of Marketing Research, Vol. 18, No. 1, 1981, pp. 39-50.

Fornell, C. and Wernerfelt, B., “Defensive Marketing Strategy by Customer Complaint Management: A
Theoretical Analysis,” Journal of Consumer Research, Vol. 24, No. 4, 1987, pp. 337-346.

Gefen, D., Karahanna, E., and Straub, D. W., “Trust and TAM in Online Shopping: An Integrated
Model,” MIS Quarterly, Vol. 27, No. 1, 2000, pp. 51-90.

Goodwin, C. and Ross, 1., “Consumer Responses to Service Failures: Influence of Procedural and
Interactional Fairness Perceptions,” Journal of Business Research, Vol. 25, No. 2, 1992, pp.
149-163.

Greenberg, J., “Organizational Justice: Yesterday, Today, and Tomorrow,” Journal of Management, Vol.
16, No. 2, 1990, pp. 399-432.

Gronroos, C., Service Management and Marketing, New York: John Wiley and Sons, Inc., 2000.

Hair, Jr. F., Black, W. C., Babin, B. J., Anderson, R. E., and Tatham, R. L., Multivariate Data Analysis,
6th ed., New York: Macmillan, 2006.

Hart, C., Heskett, L., and Sasser, W., “The Profitable Art of Service Recovery,” Harvard Business
Review, Vol. 68, No. 4, 1990, pp.148-156.

Hess, R. L. Jr., Ganesan, S., and Klein, N. M., “Service Failure and Recovery: The Impact of
Relationship Factors on Customer Satisfaction,” Journal the Academy of Marketing Science, Vol. 31,
No. 2, 2003, pp.127-146.

Hoffman, K. D. and Kelley, S.W., “Perceived Justice Needs and Recovery Evaluation: A Contingency
Approach,” European Journal of Marketing, Vol. 34, No. 3/4, 2000, pp. 418-432.

Huppertz, J. W., Arenson, S. J., and Evans, R. H., “An Application of Equity Theory to Buyer-Seller
Exchange Situations,” Journal of Marketing, Vol.15, No. 2, 1978, pp. 250-260.

Jarvis, C. B., Mackenzie, S. B., and Podsakoff, P. M., “A Critical Review of Construct Indicators and
Measurement Model Misspecification in Marketing and Consumer Research,” Journal of Consumer
Research, Vol. 30, No. 2, 2003, pp. 199-218.

Johnston, R. and Fern, S., “Service Recovery Strategies for Single and Double Deviation Scenarios,”
The Service Industries Journal, Vol. 19, No. 2, 1999, pp. 69-82.

Jones, T. O. and Sasser E., “Why Satisfied Customer Defect,” Harvard Business Review, Vol. 73, No. 6,
1995, pp. 88-99.

Kathryn A. M., David A. C., and Susan, M. G, “The Role of Clinical and Process Quality in Achieving
Patient Satisfaction in Hospitals,” Decision Sciences, Vol. 35, No. 3, 2004, pp. 349-350.

Kau, A. K. and Loh, Elizabeth, W. Y., “The Effects of Service Recovery on Consumer Satisfaction: A



366 JEE AR

Comparison between Complaints and Non-complaints,” Journal of Service, Vol. 20, No. 2, 2006, pp.
101-111.

Keaveney, S. M., “Customer Switching Behavior in Service Industries: An Exploratory Study,”
Journal of Marketing, Vol. 59, No. 2, 1995, pp. 71-82.

Kelly, S. W., Hoffman, K. D., and Davis, M. A., “A Typology of Retail Failures and Recoveries,”
Journal of Retailing, Vol. 69, No. 4, 1993, pp. 429-452.

Lind, E. A. and Tyler, T., The Social Psychology of Justice, New York: Plenum, 1988.

Lovelock, C., Wirtz, J., Keh, H. T., and Lu, X., Services Marketing in Asia: Managing People,
Technology and Strategy, 2nd ed., Singapore: Prentice-Hall, 2005.

Magnini, V. P., Ford, J. B., Markowski, E. P., and Honeycutt, Jr., E. D., “The Service Recovery
Paradox: Justifiable Theory or Smoldering Myth?” Journal of Services Marketing, Vol. 21, No. 3,
2007, pp. 213-225.

Mattila, A. S., “The Power of Explanations in Mitigating the Ill-effects of Service Failures,” Journal of
Service Marketing, Vol. 20, No. 7, 2006, pp. 422-428.

Maxham, J. G. III and Netemeyer, R. G., “Firms Reap What They Sow: The Effects of Shared Values
and Perceived Organizational Justice on Customer Evaluations of Complaint Handling,” Journal of
Marketing, Vol. 67, No. 1, 2003, pp. 46-62.

Maxham, J. G. III and Netemeyer, R. G., “A Longitudinal Study of Complaining Customers’
Evaluations of Multiple Service Failures and Recovery Efforts,” Journal of Marketing, Vol. 66, No.
4, 2002, pp. 57-71.

Maxham, J. G., “Service Recovery’s Influence on Consumer Satisfaction, Positive Word-of-mouth,
and Purchase Intentions,” Journal of Business Research, Vol. 54, No. 1, 2001, pp. 11-24.

McCollough, M. A. and Bharadwaj, S. G.., “The Recovery Paradox: An Examination of Consumer
Satisfaction in Relation to Disconfirmation, Service Quality and Attribution based Theory,” In Allen,
C. T. et al. (Eds.), Marketing Theory and Applications, American Marketing Association, Chicago,
1992, p. 119.

McCollough, M. A., Berry, L. L., and Yadav, M. S., “An Empirical Investigation of Customer
Satisfaction after Service Failure and Recovery,” Journal of Service Research, Vol. 15, No. 7, 2000,
pp- 583-596.

Neale, L. and Murphy, J., “Perceived Justice in Email Service Recovery,” Australasian Marketing
Journal, Vol. 15, No. 3, 2007, pp. 5-20.

Nunnally, J. C. and Berstein, I. H., Psychometric Theory, 3rd ed., New York: McGraw-Hill, 1994.



PR T T AR VR P 367

Nyer, P. U., “An Investigation into Whether Complaining Can Cause Increased Customer
Satisfaction,” Journal of Consumer Marketing, Vol. 17, No. 1, 2000, pp. 9-19.

O’Connor, S. and Shewchuk, R., “The Influence of Perceived Hospital Service Quality on Patient
Satisfaction and Intention to Return,” In Proceedings of the Forty-Ninth Annual Meeting on
Academy of Management, Washington, 1989, pp. 95-99.

Oliver, R. and Swan, J. E., “Consumer Perceptions of Interpersonal Equity and Satisfaction in
Transactions: A Field Survey Approach,” Journal of Marketing, Vol. 53, No. 2, 1989, pp.21-35.

Oliver, R. L., “A Cognitive Model of the Antecedents and Consequences of Satisfaction Decisions,”
Journal of Marketing Research, Vol. 17, No. 4, 1980, pp. 460-469.

Parasuraman, A., Zeithaml, V. A., and Berry, L. L., “SERVQUAL: A Multiple Item Scale for
Measuring Consumer Perceptions of Service Quality,” Journal of Retailing, Vol. 64, No. 1, 1988, pp.
12-40.

Petter, S., Straub, D., and Rai, A., “Specifying Formative Constructs in Information Systems
Research,” MIS Quarterly, Vol. 31, No. 4, 2007, pp. 623-656.

Podsakoff, P. M. and Organ, D. W., “Self-reports in Organizational Research: Problems and
Prospects,” Journal of Management, Vol. 12, No. 4, 1986, pp. 531-544.

Podsakoff, P. M., Mackenzie, S. B., and Podsakoff, N. P., “Common Method Biases in Behavioral
Research: A Critical Review of the Literature and Recommended Remedies,” Journal of Applied
Psychology, Vol. 88, No. 5, 2003, pp. 879-903.

Reichheld, F. F. and P. Schefter, “E-loyalty: Your Secret Weapon on the Web,” Harvard Business
Review, 2000, Vol. 78, pp. 105-113.

Ringle, C. M., Wende, S., and Will, A., SmartPLS — Version 2.0, Universitat: Hamburg, 2005.

Sanchez, J., Korbin, W., and Viscarra, D., “Corporate Support in the Aftermath of a Natural Disaster:
Effects on Employee Strains,” Academy of Management Journal, Vol. 38, No. 2, 1995, pp. 504-521.

Sarel, D. and Marmorstein, H., “The Role of Service Recovery in HMO Satisfaction,” Marketing
Health Services, Vol. 19, No. 1, 1999, pp. 6-12.

Schoefer, K. and Ennew, C., “The Impact of Perceived Justice on Consumers’ Emotional Responses to
Service Complaint Experiences,” The Journal of Services Marketing, Vol. 19, No. 5, 2005, pp.
261-270.

Schweikhart, S. B., Strasser, S., and Kennedy, M. R., “Service Recovery in Health Services
Organizations,” Hospital and Health Services Administration, Vol. 38, No. 1, Spring 1993, pp. 3-21.

Seiders, K. and Berry, L. L., “Service Fairness: What It is and Why It Matters,” Academy of



368 JEE AR

Management Executive, Vol. 12, No. 2, 1998, pp. 8-20.

Shapiro, T. and Nieman-Gonder, J., “Effect of Communication Mode in Justice-based Service
Recovery,” Managing Service Quality, Vol. 16, No. 2, 2006, pp. 124-144.

Simons, J. V. and Kraus, M. E., “An Analytical Approach for Allocating Service Recovery Efforts to
Reduce Internal Failures,” Journal of Service Research, Vol. 7, No. 3, 2005, pp. 277-289.

Sindhav, B., Holland, J., Rodie, A. R., Adidam. P. T., and Pol, L. G., “The Impact of Perceived Fairness
on Satisfaction: Are Airport Security Measures Fair? Does It Matter?”” Journal of Marketing Theory
and Practice, Vol. 14, No. 4, 2006, pp. 323-335.

Singh, J., “Consumer Complaint Intention and Behavior: Definitional and Taxonomical Issues,”
Journal of Marketing, Vol. 52, No. 1, 1988, pp. 93-107.

Singh, J., “Voice, Exit, and Negative Word-of-Mouth Behaviors: An Investigation across Three Service
Categories,” Journal of the Academy of Marketing Science, Vol. 18, No. 1, 1990, pp. 1-15.

Smith, A. K. and Bolton, R., “An Experimental Investigation of Customer Reactions to Service Failure
and Recovery Encounters,” Journal of Service Research, Vol. 1, No. 1, 1998, pp. 65-81.

Smith, A. K., Bolton, R. N., and Wagner, J., “A Model of Customer Satisfaction with Service
Encounters involving Failure and Recovery,” Journal of Marketing Research, Vol. 36, No. 3, 1999,
pp- 356-372.

Spreng, R. A., Harrel, G.. D., and Mackoy, R. D., “Service Recovery: Impact on Satisfaction and
Intentions,” Journal of Service Marketing, Vol. 9, No. 1, 1995, pp. 15-23.

Swanson, S. and Kelly, S., “Service Recovery Attributions and Word-of-mouth Intention,” Journal of
Marketing, Vol. 35, No. (1/2), 2001, pp. 194-211.

Tax, S. S. and Chandrashekaran, M., “Consumer Decision Making Following a Failed Service
Encounter: A Pilot Study,” Journal of Satisfaction, Dissatisfaction and Complaining Behavior, Vol.
5,No. 1, 1992, pp. 55-68.

Tax, S. S., Brown, S. W.,, and Chandrashekaran, M., “Customer Evaluation of Service Complaint
Experience: Implications for Relationship Marketing,” Journal of Marketing, Vol. 62, No. 4, 1998,
pp- 60-77.

Tax, S.S. and Brown, S.W., “Recovering and Learning from Service Failure,” Sloan Management
Review, Vol. 40, No. 1, 1998, pp. 75-88.

Thibaut, J. and Walker, L., Procedural Justice: A Psychological Analysis, Hillsdale, NJ: Erlbaum,
1975.

Webster, C. and Sundaram, D. S., “Service Consumption Criticality in Failure Recovery,” Journal of



PITAAE T55 2 T IR VTR R 369

Business Research, Vol. 41, No.2, 1998, pp. 153-159.

Wirtz, J. and Mattila, A. S., “Consumer Responses to Compensation, Speed of Recovery and Apology
after a Service Failure,” International Journal of Service Industry Management, Vol. 15, No. 2, 2004,
pp-150-166.

Woodside, A. G, Frey, L. L., and Daly, R. T., “Linking Service Quality, Customer Satisfaction, and
Behavioral Intention,” Journal of Health Care Marketing, Vol. 9, No.4, 1989, pp. 5-17.

Yoo, JJ-E., Shin, S. Y., and Yang, 1. S., “Key Attributes of Internal Service Recovery Strategies as
Perceived by Frontline Food Service Employees,” Hospitality Management, Vol. 25, No. 3, 2006, pp.
496-5009.



