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Abstract

In recent years, it is an urgent problem for enterprises to remedy the increasingly serious network
service failure. In view of the important role of customers in network service recovery, scholars
began to pay attention to the impact of customer participation on network service recovery. Based
on the perspective of perceived justice, this paper constructs a model of the regulating effect and
influencing mechanism of customer participation on the relationship between enterprise service
recovery measures and network service recovery satisfaction. The research hypotheses of this
paper are empirically examined through online and offline surveys. The results show that both
customer participation and corporate recovery measures affect service recovery satisfaction
through perceived justice. Customer participation moderates the relationship between recovery
measures and perceived justice. Enterprises should motivate a high level of customer participa-
tion when they take measures of material compensation, responsiveness and apology. Enterprises
should motivate a low level of customer participation when they take measures of communication
and feedback. The results of this paper show that enterprises should guide different levels of cus-
tomer participation according to different service recovery measures and improve customers’
perceived justice in the process of service recovery.
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AR, B W 4 B F ARG o AR R ] FL T S5 I T ARG AT AR T, 2018 4R B AR A [
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(I 10 28 e 55 R I il ] 2K 7 A JRy A O B S, 2017 SF 4 AT BUE BENL OG22 X 2% Il ) 25
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i, G AF[9] [10]. YHARIEZE(8] [11]5 .
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ANRRE B TR o BB REOR 2 M 25 5 X 2% IR 35 A RURITE Bl R, X 1014 R 55 e i Al Rk B 2 11
oM. T, SEENVITIRIGER 25 % 46 IR 55 AN BRI . 2B A EZHRTT T 0% 5 555

DOI: 10.12677/ssem.2020.91001 2 ke 55 sk = 0 #


https://doi.org/10.12677/ssem.2020.91001
http://creativecommons.org/licenses/by/4.0/

MR, 5KaE

KON B 7 B [14] [15] AMBOHEE E[16] [17] [18] [19] [20]. HIRR4EHE[21] [22]1% 7 4 . KT, X
SR ST IR RGN % 2 55 MR 55 AN RO i A A IR 2% AR R AR A B3R AT 10F 9

i 25 5 4 5 M FOT AV AN RS B BRI R, AT S B o R AP X ANV I AR R A
B3, AFEIRI NIRRT RS ARG AP e, WEREREs. AFERES L, —2
IR 25 MRS e B 75 SR R IR 25 AR R B AT SR BB G, o SRR, B CTE B AN R i 7 A
KIINH, BES 5 S, BRAeR ARG, TS IR S AN RO R . AL AP
BER, R TR S 5 ) A RS Tt R b SR R R I B s iR

2. SRR SR
2.1, A RUEBSBAAT

TEM 4 HR S5 RGNl 75 BEREAT RSN BOA REMR RO ML 75 25, CREFIR o Al tof o o5 F il 25 R
Bt R AR W AME . TR REhME. NIE . MRRE. R REARULSE[9] [23] [24] [25]. B HvEREE,
AR AR Tl 22 P2 A AN TR AN BOBUCR o A FERAR DA I A2 DR AN [ R MR Tt s T A 7] FR Jg e A ~F 1)
Y JEE T S B

JERHNA T ISR AT EAS PR AT T A . A FHEISIAATE RS SRR, 28 5 2 AT (1
SR, M E CARL 3 1RSSR RE S TR ARSI AR AT I, X AR AE RA R AP [26]. i
S5 AR B AN FR T TR B AR AR AT P R SN[9] - Tax 25(1998) 45 i, AP B L TR IR 5% bR Ak ) 2 32
BB EEA, R FOIRSARGR AL T B B SR [27].

HAT KR ZH 5 H N NBEIM A PAEERA T B AFMEINAF. 258 A PR RO fE
FITAS BN HIAME  FR 5208 A ke 1) R i 2 B 1) BSR4 SR S5 A VB PR (o AR 11
FLB -8 AR 25 B AL 35 AR e IR 55 1l A (1 7 SCAIALER, LA B XU A 75 TR (28 HAE I [28] . $RTT, TEMIZ%
M55, A SRAT 5 N RN A T I 4 FE % BN B AR BAFIX AN 4ERE . Greenberg (1993) [29]F1
Konovsky (2000) [3019A A5 B 46 2 75 HER J2 N M 25 24 A\ AL 3k T R IS B, LR T4 T4 %
N—E W AR BE A BB o AR SCH TR 70 B2 X 48 IR 55 IR A0 1) R, R ab A Sl o P J 8 P B 9
AAYESE: BRNF BP AT B AFRIEEA T,

LR R, AR RN RO it T RSO R R A P IS [FIGEFE[9] [31]. TEIXJ7HEIMEF A, LR
BRI /2 Smith Z5(1999) I FL(ILIE 1), TEIFE 1 FroR, 0 ARV TUAMEE0E T AN 25 R AP %
SN e S RE O T AN RR A SRR s TE ORI RSP BOE T MRS AT RAI9]. JE N TE
ZHFFEE S TR . AT DA RO AL, SKRIRA A S 5ERS RO R IER . HE&K
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H S5 5 MRS AN T RANFEEE[32] . R S 5 055 A BOd RS i G RN IIA T Kt B 05647 . B
fEZ 5T, SIS REN T LR RS R A, IRl AN S IR, DUCREE A &
MR T A TIIRE[33]. B, Bl 25 & IR AR R B A1 AR Bk, %S 54
AT, S RS TE (N A AT ), SRS RS BAERE (NS B AT D),

fets

DOI: 10.12677/ssem.2020.91001 3 ke 55 sk = 0 #


https://doi.org/10.12677/ssem.2020.91001

MR, 5KeE

TR R T RS AN BORRR AR S (IR PP A TR ) b b et SRA S B E AR (8 I 45 SR 1
S, TSR TR (0 AT 7K

\ R ||

L PR b mEAT %] mEman

g b

T ~E\r'b THAT / ________________
RCE )'/:' ________________

Figure 1. The mediating role of perceived justice in service recovery measures and
service outcomes
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Figure 2. The research model of this paper
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2.3. BESSMHRIEREERG

5 2 5 3k n] B B R 6 RS AR PR A i . R 2 HCCHRIA AR 2 5 ST s i = e .
i 2 55 B T B8 B4 5 M U R [20] [34]s AR AT REE I A A S B [35] . IRSS &[36] [37] [38].
TR P [ 33 A5 ) 2 56 o1 2 35 7 P 7= AE 52

% 2 5 AR IR AR AR P AR I R NI DT R BTN, WREE S TS
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H2c: W% S 5l Hah 1 15 [ 520 a0 R 55 R0 R
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2.4. MRBRBARRRIR

SRR, ASCHIBE ORI 1 i Al i AR 55 A0 Roft it it BB BN AT KT, AT
ST AR 55 ARG RS o AR AR, U 2 5 B AT DA 5 A R AT R A 2 [B G &R,
AT DA BT AR SR 21 AT 52 0 R 55 ARt T B o A SORE I 3 SRR FE R B8 IE SO A

3. BRIEY

ASCE I 17 26 A D7 VR AR B0 R 2 5 A I 46 i S5 AN RO AR P A . B B T A B R N SS
RS REIAT %S SRS AN R . BT A SR T S R BRI, 7R S S XA G
RHATIEN, DUHRTHH SRR BN E AR NE. Bk, EEXTIFRZE, A5l 3 ANHiw 7o ks b
Rt AN TFABR S 510 EEREITEIT.

3.1 &7 (BRSHKIEEER)

A et (IR AN BUEE i8R FEATIEIT o A0 RS AN REE TR ) J& 3 E 2% Smith 55(1999)
[9]. Forbes %5(2005) [4]. *8Fk=E F17 75 pl(2007) [39]1 415K 17 (2008) [401HIBFFT, FF45 & A SCHIBE 7T I BE it
FFomE], IR SIE . VIR GEWORI R 4 MR . (IRSHMEEEER) BE 13 MBI, R
5 MERMEAIITNE. ASORKEE RFSAKIERER) EANMIE S 250 4, A Ra 207 4.

A Amos 17.0 BAERtX 207 MEEE AT IRAEMERE T 2001, DUSRLE ORGAMIEER) f£4
¥ 50 HH R 3 FH o B0 UE 1 R AT A 4 R an 3 1 B, ZEMHIBR 9 AN R0 (R 47 Aif KA » A STHEAT 1) €l
SAME MR ) AR R A B AT (XP = 102.893, df = 40, GFI = 0.963, AGFI = 0.927, CFI = 0.968, NFI =
0.922, IFI = 0.969, TLI = 0.950, RMSEA = 0.054). Fif @I i b #ELL I 7 a7 3K F 0.5 (0.52~0.88), H.
£ o = 0.001 7K EiR3E . S &3 Cronbach a RECFIA G5 AR R, KT 0.7 (0.78 #10.90). X4t
SERBIUETI ORBAMIERER) FEH HELT . ZBIT R T E T
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Table 1. Confirmatory factor analysis results of service recovery measures scale (N = 207)
= 1. BRI RUEHE R B F 2 EE RN = 207)

IR ES )
IR 35 b Bode it 4 5F: 0.90, Cronbach a: 0.78

Py M 1) R TR B I S RS AMEAT A 0.63%**
2) MR EFKITIE 0.52%**
W [ 13 4) BRE—HT I G T RIVE S 0.74%x%
5) Z A — I [ Ab I 13RI o] 0.82%**
beapisi 6) ATRLIAANTHI, AL EI 5 LA R 0.54%x*
8 T T HH LI i) A HE T T AR 0.59%**
9) MFRFIEANTAT, 2 R AE A LA L3 K T X 0.61%x*
TEHK 7) R R R 0.88***
10) FFKINE S RIRSS KR 0.60%**
St 11) fiff i) RS 2 MR DA R B ALAR 10 U7 2C IR 0.67***
12) %I SN B AN B 55 SRR AL BR 45 2R DL K AL it 0.75%**

T AUHTTE S 52 FAE ) RS AN BAE TR R) BI% SI5UF: ***p < 0.001.

3.2. BT (RALFER)

A, RO RN T B3R BATIET o 2R SOOI AT T & 4 B2 1 2 32 222 % Smith 5(1999) [9]
A1 Konovsky (2000) [30] g th &R, [FIN &5 & ASCHIWT TG Sl . X ERBIES R AT P
AV HENAFAERE A 4 NMERE. URAMAFER) A5 16 N8, RAZE TR 5 s R E
TS, ASOREEE (BRAATER) NS 350 177, BRI 282 7.

AICRIX 282 (B AT IR R T o0 i, DRSS (IRSANRUE 3R e & . 5
WEPERR 23 BT I 25 R an 4 2 B, ZEMHBR AN IS (R 1 97 R AIR), AR SCIBTT I CRET AR 1
R4 B BT (X? = 208.454, df = 73, GFI = 0.910, AGFI = 0.870, CFI = 0.922, NFI = 0.886, IFI = 0.923, TLI
=0.903, RMSEA = 0.081). JIrf @ AR AR 1 77 21K T 0.5 (0.60~0.80), H.ZE o = 0.001 (7K1 | 8
. MR 4 A ERT) Cronbach a RENAAEEAE S, ¥IKT 0.7 (0.71~0.93), 1XLbzh LR L
W CRAATFER) FRERMERE . BT EREH T IE A+,

33. &8I (mESS5ER)

AHIE TN % 2 5 190 B 32 2 DL Ennew AT Binks (1999) [41]. Kellogg %:(1997) [42]F1s23HE Fl 5 2
78(2008) [371HIW T o EEAl, 456 AT S T b, e (xS 58K) . &R 16 NEDL,
FFE 4 ANYERE: FATHES . (HESE. SERMARES) . A CRRAE (HES58EER) /NS 200
By, A REN 132 fir .

ASCHIX 132 G AT IR b, DUSEE (A S 58K AT P& . R&R
UEVERR T2 I 25 SR a2 3 B MR 5 NI (B8 B RAIR), ARSCEIT I (Bi% 2 5 83%) sl
A R T (X = 67.160, df = 40, GFI = 0.912, AGFI = 0.854, CFI = 0.916, NFI = 0.823, IFl = 0.920, TLI =
0.885, RMSEA = 0.072) . AT I il b HEAL R 7 F 47 2 K T 0.5 (0.50~0.78), HAE o = 0.001 FI/KF F &R
BERMAAKFEEM Cronbach a REFRE . ¥IKTF 0.7 (0.85 M1 0.82)., XL RRIHBITH (HESHE
) MIE ARG . ZEITHEREH T ES R
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Table 2. Confirmatory factor analysis results of perceived justices scale (N = 282)
= 2. BN AFERMIIEMETF RN = 282)

TR A1 g7 HEEE Cronbach o
BEAT 0.93 0.91
ERNP 0.74 0.74
1) BFAM S SRR G B 0.69***

2) FZEMAMIOER] T FATHIEE 45 R 0.73***

3) TEMRUREA I BRI, TR TR 0.67%**

BRAT 0.78 0.78
4) IRINT K H IER 7 2 v 7 3R A0 1 7 0.73%%*

6) T K AL IR M o B R R A 2 0.64%**

7) T 5K A% R TR SR A HER 1 1) 0.67%**

8) T 5% S e A Kb 7 R ) ) R 0.70%*=*

HIAF 0.83 0.83
9) T AL AL AR T TR W o) R 0.69%+*

11) R e A 0.71%*=

12) [R) B 2% (VA A i ek 0.77%%*

13) 7 ZF S LI i) AR Bt 0.80%**

BRAF 0.72 0.71
14) T VR R A FRAZ I R P A R B 0.67***

15) FRAT AR B A R0 A 55 b SR f) 3ot e 0.77%%*

16) 725 o iEit 4 1 il B I IR B 55 e R 0.60%**

Ve BRI IS A2 F B ORAMATER) M55 ***p<0.001.

Table 3. Confirmatory factor analysis results of customer participation scale (N = 132)
3. MELE5ERNWIEEREFIERNN = 132)

TR (R~ i1 fuf
BEFRULA(SE: 0.85; Cronbach a: 0.82)

A 14) fESHFVBRET, R HEXFUMRS BB ) R 0.50%**
16) TESMFIEERT, ROLIEHE T HIIZI DR 0.53%**

BRA=E 2) FIH R R AL T RITR 0.61%%*
3) TR FAR T RIS il LR AT Y 0.51%**

4) FIZ T R B TR 5 IR S5 SR 1A 0.51***

N 10) 57 AR R 0.70%**
11) 35/ e B AR I 0.78%**

12) FRAIF A P X B IR R 0.51%**

13) FRUH T F A X VRS AR H %83 0.60%**

e 6) TEMRSSHMBOH, JRBS ST & R R 1 AR 0.58%**
7) BINARS AR R — MBS, HERMAA 0.51%%%

T AUHTTE ) 52 FAE ) (&S 58ER) Mg S ***p <0.001.
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4. STUERFER
4.1. FARII

A 2 5 ik X 2 IR 55 -4 520 7 R IR S5 A RO LA S TR AT 5, R I T i) o AR T R
B A T RBET R s . WA SN EZES =50, B—MrRRENNEAGE, Bk
Bl AR B, SR WO o BB IR A R R I, A ST T GO A e D 28 iR 45 e 52
W 2 B 5 AN R B, IR X R T, M IEIEE 04 . B8 =3 A R E IR S A RO AR R R
AR HECEAB T ORGSR L) A7) RS SREEE BT (Bixs 5EER) it
ATINE) FHIA BT A P RE FE GBI BT 1 GBI AP ) BHATIIE) R0 2 FE A7 0 =

) 5 IR 58 =0 2 M B 1) AR . AR EENE MR ECIEIE S5, IRSAIE. R
SRR . 1X 4 ANBRF, REGANRAE I AR S5 A R R TIR. RHE
JEEAS AN D TRUREA T 0 s AR SR Y K (0 R S Al R P e 277 R v R ) T80 SR FH 28
5 MERIATINE ., ZUEENEEHS WS ES, RIE 8 SRS AEIE 1~5 b Ties, 1 ARIER
AFE, 5 RRIEFRE, KICKHE.
42. BAMER

A FUIE L P 2% RN LR T ILIR AL 0] 490 1y, FLh R KA BATHNRU ) 5k 324 4, TEIX 324 1
o) B A R AN 257 A FEIX 257 e, FEARM N DGt AR R 4 Fis. SRS, 2 5A
A AP A N S B 1 5 40.47%, 2l 59.53%; HRME 3Byl A 51 (1 63.81%), KHEIF K
LUK Y 85.21%), HERYBIEEN 18~40 % (/5 90.27%), H UL Z 1 5001~8000 Ji (5 31.91%).

Table 4. Sample statistics of the study (N = 257)
= 4. PARBBFERIBERGIT(N = 257)

I NE A I NEIHA
51 5 104/40.47% JiAN14 4 H il 2 A 40/15.56%
gy 153/59.53% AN 164/63.81%
ATEOEALN 7 45/17.51%
ER 18 ZLLF 0/0.00% BE M E 4/1.56%
18~25 % 63/24.51% A 2/0.78%
26~30 % 88/34.24% HoA 2/0.78%
31~40 % 81/31.52%
40 $LL 1 25/9.73% HURA 3000 JGLAF 37/14.40%
3001~5000 7t 48/18.68%
3] KELF 13/5.06% 5001~8000 7t 82/31.91%
KEE AR 219/85.21% 8001~10000 7 54/21.01%
i+ 24/9.34% 10001~20000 J© 31/12.06%
i1 1/0.39% 20000 Jt LA 5/1.95%

4.3. MBGR

AICE S A R 2 5 E AR S5 AR AR FD AT R R R E A . KR Ss Rk 5 Fros. P
HMEERT 45 B (R0 52 BB 2 5 R 15 7E (B = 0.35, p < 0.001) s Wil S 1A X0 15 2 - FR) R M 52 1) o 25
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Z: 5 E (8 = 0.33, p < 0.01); Y43 (8 = 0.35, p < 0.001) FIEEHK (S = 0.51, p < 0.001) %} H.5h2AF K540
ZRE S 5 MEEER REHE B AT 15 52 2% 2 5 17576 FH (8 = 0.46, p < 0.001).

Table 5. The impact of customer participation and service recovery measures on perceived justice
= 5. MESE5MAKIERERT RN TR R0

GERAT ¥ A HEAF1 HEAF 2 BEEAF
YT AME 0.30%**
M) ] P 0.23*
VI8 0.31%**
TEHK -0.01
S5k 0.16
&2 x YFAME 0.35%**
&2 x R 0.33**
[ik-e X I apiiil 0.35%**
HEZY x E#K 0.51%**
HEZY *x b 0.46%**
R? 0.37 0.29 0.38 0.25 0.37
B R? 0.37 0.28 0.37 0.25 0.36

VE: *p <0.05, ***p <0.001.

N T BRI R 2 5 AR T AR RN TR 2R R ISR, AR N SRAZI% 2 515377,
¥ ANRA=0 258K, Z5RETFNS 5. S 5RE 568 A, & 32.85%)M%
HIEFER(T0 N, i 33.82%) I G320 55 HEAT VA 70 M7, ARG IR P AEL N B2 A R DR Tt AR 21 2 )
MR ARS8l RIS RWE 6 Frr.

Table 6. The regression coefficients of the two groups of customers in five regression equations
7 6. BMAMEERANEASEFHEETRE

%2 SR ARE8 A)

%S SRR 70 AN)

YT AME > RN 0.59%** 0.65%**
e Rk > TP AT 0.36** 0.41**
WA > HHAF 0.62%** 0.47***
E > HBHAT 0.22 0.31*
R > ERAT 0.63*** 0.27*

7E: *p<0.05, **p<0.01, ***p<0.001.

MHE 6 AIAL, EPFAMEES S5 AP EE T R, 2 5 48 = 0.65) 2 51 KT
i 2 (B = 0.59) Bl REHE K. LEM R FE T AR TR, 2 5S4 (B = 0.41) S
5EEARIBA (B = 0.36)FIH REE K. XHALRER, 2 5BERNFEL TS E5RER), WEHE
REAE ARV R U S50 M B PR RS I, SN B B R 25 AP IR Ao 74, MRS 58 E
B, BT B A AT R EREmS = 0.31); MR NS 5REERE, BT B3 AP mA
©F. BEGE 5 R, W Hla, Hlb A1 Hld 43 2 %HIE
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SRT, ARV A AR EA T RE T, S ERREEARKMEE LS = 0.62)lL 2 S5TEE MK A 418 =
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Table 7. The relationship between customer participation and perceived justices
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Table 8. The impact of customer participation and perceived justices on service recovery satisfaction
% 8. MBS E5FBEMAFEX RS HRAHEENFN

Pl 55 % R0 e
Fitl TifE2 JifE3 JitE 4
% 2 5 0.36%** 0.11*
GERNF 0.45%** 0.45%** 0.44%%*
TR AF 0.21%* 0.24** 0.23**
HE)NF 0.13 0.16* 0.14*
BEAY 0.09
R? 0.13 0.61 0.60 0.61
B R? 0.13 0.60 0.60 0.61

7E: *p<0.05,**p<0.01, ***p < 0.001.
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Table 9. The verification of each research hypothesis in this paper
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