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= RBRRREEREE

THEBNEREEE AN EZ AR E 12 2 R IR KR 1T Ry 2 - Spreng et
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FHELE RATHRIM IR e R AR S K SR PO {E HE R Y BB T - AR R 3R 2 Bl e A A AR —
RAHESE » BB E I SRR A IR & B FIRYREE(%(Gilly, 1987 ; Westbrook, 1987; Etzel and
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BRBRBARE - e R Z RO AR IR RN R 8 B R R (SR L %
KB ZHERMHER > LS - Konovsky(2000)52 By &1 5L P BT FTE A AE 1 E E 2E 1B R
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Abstract
Today, because of the steady growth of the online population, online shopping has become a highly competitive
environment. How to maintain long-term relationship with customers has become a concerned subject of
network operators.
The study chooses people with online shopping experience as research object, takes the three factors
experimental design(high and low compensation)x2(quick and slow response speed)x2(with and without
apology) and collects data by questionnaire; also, the study proceeds statistical analysis, reliability analysis,
Regression analysis, variance analysis and so on through statistical software, use evidence to explore the causal
Relationship among various dimensions, and learns about its meanings.
The results show: the perception of fairness influences satisfaction after service recovery significantly, and
customer gender with interference effect upon the perception of fairness and satisfaction after service recovery;
that is to say when the service recovery is a high distributive justice, the female consumer groups satisfaction
after recovery will be higher than the male consumer groups; and, when the service recovery is a high procedural
fairness or high interactive justice, the male consumer groups satisfaction after recovery will be higher than the
female groups. Furthermore, the satisfaction after recovery will generate trust and will influence word of mouth
and repurchase intention; in another words, the higher satisfaction after recovery the higher trust, then through
the positive word of mouth, and then the repurchase intention will therefore increase.

Keywords: Perceived justice, Service recovery, trust, Word-of-Mouth, Repurchasing intentions



