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ABSTRACT

The Effect of Service Recovery and Quality on
Relationship Quality, Satisfaction and Loyalty

-Focused on the Moderator Effect of Consumer Involvement-
by Shin-Chang Kim

Department of Business Administration
Graduate School of Jeju National University

Supervised by Professor Yong-Cheol Hwang

This study aims to examine effects of experiencing service recovery
justice and service quality that hotel customers can experience service
failure, on loyalty. In addition, it is to grasp the moderator effect in
involvement of a hotel in terms of the relationship between study
concepts. Accordingly, there are three purposes. Firstly, this study is to
examine effect of the relationship among service recovery, service quality,
quality of relationship, satisfaction, and loyalty that may influence loyalty.
Second, it grasps moderator effect of involvement in terms of relationship
between concepts. Third, based on the findings, this study aims to look
into the need of service recovery and relationship quality in order for
hotels to keep their existing consumers continuously. To this end, the

study model is as follows.
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<Figure 1> Research Model
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This study was conducted from Feb. 21(Mon), 2011 to Mar. 13(Sun). By
means of convenience sampling, 330 questionnaires were given to hotel
customers and collected. Among them, 315 except for 15 that were not
available for the analysis were used as the final analysis data.

To conduct operational definition of each concept and examine the effect
of relationship and structural model according to this study’s purpose, this
study conducted analysis by using structural equating model.

The analysis results are summarized as follows.

First, the analysis on reliability and factors of each concept shows that
service recovery shows “procedure and interactional justice” and
“distributive justice” factors. Service quality has “result and physical
environmental quality” and “interactional quality” factors. The quality of
relationship shows “reliability” and “immersion” factors, and involvement
shows “continual involvement”, “situational involvement”, and “reactive
involvement” factors.

Second, analysis was conducted by structural equating model to verify
hypotheses. As the result, hypothesis 1 to 9 indicating effect of

relationship among service recovery, service quality, quality of relationship,
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satisfaction, and loyalty has found out that service quality, satisfaction,
service recovery, and loyalty are significantly related.

Third, cluster analysis was conducted to grasp moderator effect of
involvement to divide a low involvement group and a high involvement
group. As the result of involvement moderator effect analysis, 2 detailed
hypotheses(moderator effect: service quality -> satisfaction, service
recovery —> loyalty) have no significant difference, and 6 detailed
hypotheses have moderator effect.

The study findings suggest the following implications.

First, the quality of relationship between customers and hotels through
hotel service can stimulate behavioral intention by activating WOM
communication about hotels and increasing revisit intention. Therefore, to
increase behavioral intention most highly affecting consumer purchase,
relationship marketing is very important to not only maintain existing
customer but also improve quality of relationship between hotels and
customers and secure a dominant position in hotel markets by satisfying
more consumer satisfaction. For higher quality of relationship, it needs to
design and provide products and service considering each consumer’'s
increasing needs and focus on the marketing of maintaining long-term
relationship with customers by increasing the level of closeness between
hotels and customers. To this end, it is important to give  decision
making authority to MOT(Moment Of Truth) places and have the divided
organization as well as service delivery system for services or products to

cope with consumer needs rapidly.
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