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loading value variance
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1 A28 8 E e A4 0] AT 786 1.000 - -
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4 M8 2882 e a7Hd 9 w7l £t} 704 724 078 9.28
1AF7Cronbach’s a=.744, Construct reliability=.751, AVE=.639)
130189 i Azt gt 159 1.000 - -
2804 E o8 4 & dojgtn A4t 653 9987 12.04 746 087 857
3U7F 2 Ao dE Y 234 35T vk A4 3T ' 824 08  9.58
4917449 A0S w7 682 149 087  8.61
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914, AGFI=.904, NFI=.905, RMR=.042%
Y} dpmade] A%d Aow ey
AR, HAE AR Rz Wold B

688

2B (AZAF=.429, t=5.571, p<.01)

o AuMIA FIHA P(+)d FFE VAL



H T o~AET ®RTHE P Y TS O

M T oRp B N AR o NF WO e w o . =/

r o oM m XMy madrTm A
12_.0M|L — EE‘ dﬂ:im_u,m Of ﬂ&o]A

o T TR SR I T R R

i A VRN S A
Plo#a Lt‘UIS‘M.v_IOM.ﬂJ_LI,mWMHﬂW

TR T LW BRSSO ST oo

N x o~ ﬁﬁi%ﬁ.ﬂl]ATQu]r‘_ o 5 = M

ol MOPOO 70° ﬁoﬂmmo R ok .U!A ‘Wﬂnﬂ. =

o - oag T . Mo MR T g e B oy ok g
) "= T R e B - N e

.@nﬁo EVL)A — — O o ,C,Llﬂ

= = %%%M:%L%nﬂﬂo]

A N T~ o TN ©

o S % clemnzt  wClag 4w

oF P o X N N o o N B do#iqﬁ_u -

st — wOWO. - 4 o = N W, d.ﬁ@g

mo S 2 Hiﬁﬂlx — Mo o < ™ oo a5 o =o

= = (- <X— ™I Ju;o,w;o

1ﬂﬂ%aﬂ%ﬁ%%ﬂ@&iﬁﬁ

TEMen e BB RDG o

5. 2.0 Gy Yy TN o Cw W

% RIS e S I I P W=

oo _ NS e e }liﬁﬁiﬁ}iior.ﬂoﬂﬂ E7
0 ®e o2 . N © x et}

| 4= 6 oo B M W K oo of I MM m ool m MM

- P D x> oo o D - T o e 1 I = T = )

e 55 L8 EBL5ly Be. BT o mw o

A — O m = m M =< oR = ol T O oy — = oX I

s Te e Tely ;{3 =t CE T o <

e Do o S R R

.. o o 9 o o —

: =B g TR TD

—o — _— o = }LAM(\‘_I&I O_EE‘MH.__l_vLmB

X SRS S Rl ST N S B X o ® N oo oo oo g B m w
W e 0w o S 0d wol| o F o grom R M N 3% 7o

© fe e e Ve Tell XE® FlopmPoLfwwd

. e Tk o T TS o gy ©
; B o D E g aE o MO o

; Prd Tegom® L g, w

e .Ul‘o|ﬂ/a ﬂHE._oW T H =

o Mg L Rm R urnvga%oraﬁ%%

U uﬂmeqmoﬁﬂ%ﬁﬁmoﬂiﬂ.

3 o | oF of = N M- W o© W, s ol

L o N "] o w._re < e ro A o7 A N R N

ol ¥OOT S B % 0 T oo o g a ERN T L, T A

oy Ho oo =0 ojr T O M o MY T w o ® o b

z = ®m X |3 W ™ R0 Bl Mo oz T A

Y ORgEmx T Mo R s ™

- &_.H7Z | 2 oo 2 S —_

— }Lﬂ _Lo_aﬂﬂ,o = tﬂ_rﬂ]m Jexs 7_|1_| X ol

! r ™ 4 o T M X oo

e e T ol A BN W

— ™ o B oo E B o e ' AR

689

gEnET o] 49 o

[e)
gl zpold|

T

T X393 HM3% 20104 6¥

al
5toq

27

£}

AR H6
el
Efe!

A
7
=]



oop Ao R o ﬂmm%ﬂ%%ﬁ&ﬁo??@ﬂﬂoﬁ
10° ] ] %o o K-
T g T N A ﬁm%?%?&%ﬂ%%uaomﬂﬁﬂ
1 LG - e S o Aty TR E ST T L%
o moR ool T T ox < = c B
3 - o) o s ol L o oy 1) o T o ox R
T o o W S Mo T 2 W ooy e M AR
ATl By Do g R oo m o BB
R ﬂ.oaaﬁaomﬁu;fmu P
ﬂo,‘iq}m.ouﬁw.lﬂ :E,._‘_uqﬂo Mﬂnﬁmonno%glh/ﬂhml
HT Z.:! . :/E Mﬂ o — Mﬂl .Cl X X~ O = = ) X Z_l ) ol OM N
LEE T R o Fap e Necow g ®
e e I OV e
K ™ e © w7 Ba o m  Tomomano oo B o
oD wEST 2 TuEBER B oo oa o LR
=T A o of i A = @:u?@,_mm%_o%;uma& N
M%ur%ﬁﬁwm % ﬂﬂﬁ%yﬂ.aﬂ@LA%WQq@ﬂ
- < o i _ ) L —_—
Fhe SN » ook PgTEAN HEHE
o) X T o Jor o — X LU —
e =B P ?zgo%ﬁw%%ﬂﬁrwwlﬂomﬂ%
o X M= <o ™ Bl @ © = N oo oo B R o
ok _ B - o o e Bh e B on o
TR ol o ®OT < 0T E B W E = ol et
THE R TR o HET HWUBT TR T
o1
20
~
WoR we A K ok TER AT R E MR Sy RO R MG
TE g0 o B AR TR M o R R A g E W R
" o 2o o M T = = w ook R
sTRziy TrigRielaT sigCiLC
ol T o X H T X ) o = % K w o)
ox A U N — A ;oJI‘Iﬂ
%mo&o_i S T &oudﬁmEow%qn_HdﬂiiMmﬂAwﬁﬂM
FuT e d mmaoa®emr o o Bk
N g o R R R He g me O B e
X B R B gy BRSO ® oy, X Yo
A e I T R A - s
ﬂ_yHl;“mM:-L]ﬂ \;loylvAJlA D.L‘IMIM‘I %Llowv.h_l j.L;O\H
]1_./IU__,AJ|,_.5|E Jl_/k»ﬂﬁo‘ﬁ;oo\ﬂblz._ﬁ_/‘l‘l_léaONEEH
T o o = R o W oo o] iﬂ%ﬁ}ﬁ_ﬂx N oo T o o
T RN - P em® ey g PR EEE TR, X
%ﬁ%ﬂﬂMmwmwmarﬂwwmwm%%mmkﬂﬂ@WMﬂmm@%
oo Ao S T 0 o o 9 e g O oA R e AR
a3 gl N R g A S S
aasOﬁfrwﬁﬂ%mwfﬂmomﬂﬁUTMﬁﬂe%ﬂm%ﬁMﬁoﬁo
~ o ® o W R " T " " :
prEm B IR o we IRT Ul W w2
Z#ﬂ AT\_ ﬂArO ,A# ‘Muul loH K ~— mo N o 30 OﬁE E Il ~ Of ﬂArO ‘Mﬂ
. o m © of e & T MW - = oo M AR W oup A op T = w
T e T o N TR o m TR T Ao OE B MM e

%73

e 2,

#FA oItk Hennig-

1

(o]
2

T M39A 35 20104 6

1ge]

=1
=

ARG r P A,
8

ARES 3 27

CEPERERDE
(20060)= &

L
-
Els

A
G

=

1

A,

2
o} o]
<]
Thurau

A

}

(alternative model strategy)
°

(competing model strategy)

=

2 o7t 9

A7 H A (84—

-.685 vs 3

3l

§47} 244 el

BREAGFIL FEDZo] BG4 FH Rz 7|
ol A

o2 Jehgthdd(1)=11.97, p<.01). w
AR E = Aoz et o]9f 2

s
g]

)

L

.

q

B
oJr=-173),

=

=

d

S
L

bol
e
34 7

A deAFET A

=]
gt H7-2
690

A
X
0
T



= S

™

HstA 7=t ol

3 za
R, Ekman(1992)3 2174
=

wEu, g 244 4 - wgagl 7
Ag 3402 WaAATT AN, s
5 2

ﬂ

71
I HAAA ZHAE AXR we o}
(Maltby, Macaskill, and Day 2001). ol A
AAo] &A% LR BHo] &g ondct w
2 mAe] Muadd e Fa 7
I ESA e e s B g 7199 2%
& FEA e g3t 9 s aAlA AE| AT
719 gt nAEME FEAIZL Aolt),

=

AA 23

A, 43 nAgE5e] #Aolth Grandey
(2003)& Mu| A A MB]| 24 2AL] AAA

< Au|2Fd L] 1A wAE FEstaat of
© 2R E FUAIZIT AL AAE e, Gremler
and Gwinner(2000) Hgk Au]2= A|FA] 214
of tigt A Bt o FHAQ] 1AHYFS
A 7hsAe] wrhal Agelnh. olelg
TS0 LRl Mg A M ARG 1A
SBe wA Bl et AT, AH| 23]
FEAXE ole|g XA A% 317 ‘E’}%Oﬂ
AR dEFs A ThsAel Y AH|~

l

c

ol T % R

m
>

ﬁﬁﬂ
L
o, N >

2t *ﬁ”% 7 %‘éol =

42 Mu|AdTT|de SMaIRETI?: 7IYslSe ol YL 1o MY

. Batson, Fultz,
ALE A P
Y =553 #dyo] 1 dil#AgGN 34
A dABkE 295 7Y 39t Barnett
5(1980), Coke, Batson, and McDavis(1978)
© Bl oldista EQlY q4Es HalEe AL
HRAAA NN MEI] FaAds ZXAFIT
o 27

e 240

O

atgith. T4 Beldl g 384 AtnE FEA
71w o] AE ElQle] tigt #p2le] 63%@@(;: o}7]

1988). whebq A 1 s 719 8 B
A9 Aulzdsle] e nABEFe 24 44
S oAeln 2R AnE SR, A2
3 71906 oig DARES HBAB v 4
4 ygon WAL Fedel Bt 3 WE A
M A o] RAA BEES P

€] [¢}

Hete EAdMe nATde #4749
=S A7 AEEES SUAE Aol

olg]dt o2& ZAE

€ A4sta 425 F7let] = 4
Az AFE A57} x2(df:270) 635.702, p=
.006, GFI=.915, AGFI=.906, NFI=.907,
RMR=.0412 Yeh} AARYo] vlwad =33t
AoR eyt FAACRE AAHAo] LA (AR
Ag=.406, t=5.324, p<.01)% AL =(7

ZAF=287, t=-3.851, p<.01)°l F&&Ql H(+)2
98 MAE Aow detn 34 33kl A
T = (AZAG=.315, t=4.209, p<.01)l F<l49l
A9 9L A E Aoz dEpdt) ol 2
He 0440 wAcw delz 244 44 A

691



ey T Ine —
FEAB B RR AR T LY BRI R DT E B

o T Mo Ho ) = %o i
o o o feat A T T M KA = m To
CH S I L S I UGG TR
I S i R B B e TR Y o e oo

B W T ER TR _Z e oo .
N o o I N ™ o T o o B 0 =% 7 B N oo
%Mﬁﬂfrﬂuwoo.mﬂ%w_hkﬁﬁoﬂr%&%ﬂm@ﬁaﬂ o X I
A A T I I EE R SR T s
— Fo 5 i
ﬂwrﬂ%wum1%m_/rmw%ﬁdrﬂﬁﬂ%ﬂWﬂﬂ.%ﬁﬂ%wﬂm
%%?%ﬁﬂﬁgE%Vﬂ@ﬂmwﬂﬂzﬂﬂéaﬁ%i
w5 ﬁ%moﬂ%ﬂﬁemaﬁ@mmouﬂ,%mm}&om_@ﬂao
R uo;.%é%%%ﬂﬁo%%%muLﬁwﬂm%ﬂ
ﬁ_au%%{ﬁ To oF Mawr%x%;ojedlﬂuﬁaﬂ%
u.ﬂ%%%ﬂuﬂﬂﬂﬁﬂwﬁ%@ﬁﬁﬁ?Wﬂﬂéii%@%
?%ﬂoﬂo%ﬂﬂﬁ,mﬂmomﬁnﬂm_z?lﬂdri;ﬂ”ﬂn%_@mo
m_.u_.LJIM_.V_,OﬂO.mMﬁT,:r_/ﬂU = _#O.vamﬂ,_Z'EﬂAH.ﬂOL ,Ww,lr‘_ ™
B o B Eg D nE Py x® mEENS T
dﬂmqt1¢| Hm]ﬂnb.n_i dﬂaﬂa_]uo#aoﬁeMokﬂu_leuWﬂo B
ﬂﬂ”ﬂlrﬂ‘l_%l‘lELOM,W/QEHZ?,}EVOLLOMMZO,.'EQJM\_,NOZ*O
G N . L E AT gk R g Ry
of T MR T ® B 9 ﬂﬂE (R o2 D S
Mo e R 597 E) 2N o op ®e < ol o

o =l _,A_E.E,A 7L‘AOE~EOATQ7D_L‘%;‘MEHOL&OOWAO&_IﬁOEﬁ‘Mﬂ

<0

~
W PRFETTRTE S PRI o —

— —_ = W - —
moAl T TR OR RN TI s WEF TR Iy K
e I T B RGN R R N W NN
ﬂﬁ%ﬂ%mﬁ%ﬂnwmiliqzu%Mﬂ@ﬁr%ﬂo;
%wl,%ﬂoaoiﬂL_LN\EMWW%WﬂM H%EMMO_HQ_H
R I N . g
i S —~ N N =
SO -1 Bl S R e R
moﬂnﬂju_mﬂ_.ﬁdﬂo?ﬁéao_ﬂﬁn%.Loall w P P oy

FRRTae® g d A TXTETL o b
oo 1ovﬂﬂﬁﬁﬂmﬂL_Lﬂkﬂ%%mﬂﬂﬂmﬁﬂaﬁqo
STy S EE RZTTG e T RRREE _F
o B s g .o T w T N TR S .
= =n iy B el N, PR o v X8 N "
o NIRRT LT I U R
W%uuh.vvﬂiﬂﬂmooaﬂyﬂﬂiﬂw;vo%@:rhmﬂ
N T oo oo o N R S = m N T
%%ﬂﬁr@iﬂ%o@ L_Lﬂ‘% i oo Moy g

g [ng o _ — N B S o
ﬂ#_@%@gi_ﬂyMWWOEME%MOMAS o= B R
Dpys R RzELABRYET e I I
mﬂnzmﬂ%wf%ﬁoLfahﬂ@m%ﬂmﬂﬂzxﬁﬁodzwﬂﬂﬂ,
WRET R T WET R E NN H W T W e

l

o

|

%3

e}
R8s

A

o
LI

T M39A 35 20104 6

1ge]

=1
=

ojm g Heko] o 1}

Eilloy

_]

&
il

p=h
=

3l
g HE7} 7hed Aolrt. ol A9 73 ut

ks

4

9

el 3

]

Alell o

S

o

=
hl

gt

[e)
L

8

fu4

4u
7He Avjiotol & Fon

L

st 3g4el 3BHZd] v

3
]

[¢]

ARd g g

&3l A EH ofok
A

=

W oole 33 BAAN

Lol Sl T

H]
692



AlseH] i

t-value

9.3335
10.264

8.277
-9.528

ARASG

718*

7

.825**

I
AFIA 1:
el Ay HFE

.639**
=779

A

H3-1

ol

%A

g]

d

- g4 7

&4

H3-2

A

5.571

429"

7

H4

4.031

.304**

i 1)
ATIA 2:
247

L0

(ap)

91

=

—

— v w

—

= = =]

(o]

=

< - <A

0 <f 0 L0

S AN Ao

— O 1010
* * %

* % * %

N M 0 O

0 —~ O ™M

— 0 N <H

7}

ELRE R

~=
T

Al
=

-2.049
-7.844

-.173"

-.685™

- 237 7=
- 23H TR

X2d(1)=11.97

p<.01

t-value
5.324

3.851

AEAG

.406*

ﬁo
o
»
N
-

.287**

4.209

.315**
-.073

R

ns

- ¥4 A9

7

ns

A, A

A

Ml

!

ok

e

od

A

Aoz AMuj22sfd] o

L

.

].

Aaire Ao Muz3 &g AT

o]

sk
=

afjof

Aot HE Mu|2dslE FFg nAdA AH]

51.1 d723e 89 5 B9

ol &1 ole AH| 24T

)
[¢)

7o) o)g AN 7}

A

s

g4 I &

Al
=

5
3} o] sopgr

o) 2-3) 5

AT

&

= Us

Q723

o

Sto
St

693

T X393 HM3% 20104 6¥

i

404

7
=]



M_ﬂﬂ_.dr oi:l
NI
ELE ﬂo@dwﬂﬂAﬂl o
=y X o N = X0 T
o To 0 oo L
TR A - HoZL o A M- T o) w oo m
= - 1 ~2 ) A X 0 odo NF ® N mo 5
= = = o} = =~ B J.PXﬁAn_EuJAEﬁ IR K
Zn o & Qo — T op N B o o5 o s o 1
W A N ey =1 - > M=o o] — —
] Eﬂ%%%@.wﬂ @zﬂﬁnAw@ﬂo?% XEREEY
,._‘,M.H n_ ° -~ o G ' \m%JI_‘uF_I = o X it
w B FoEe mxmﬁ%mw.%awmﬂu_mogw FEIEER
Umﬂﬂvﬂ ﬁﬂ@_ﬂdﬂﬂﬁw &o7mﬂAa«u ﬂrﬂﬁ.drozLoE:amcu So oo o T =
%ﬂV_ lMauJMmOHuﬂmW HHm@ﬂ]Hﬂ@oﬁ%ﬂ ﬂomzjﬁﬂiﬂ
AR T mnoﬂwﬁwﬂnyk%ﬂzﬂ%@%ﬂ@ﬁﬂﬁ -
0= . iy ) A T
%mffﬂqmoﬂr.aomﬂmmﬂﬂ%mwmrmﬂ %Vﬂ%mw mﬂnﬁﬂaw
i o X% 0% ﬂl = ,‘_lt mﬁ Bl o o W o T ToF > X0 T Mrw M __/L N ™ = k "
B! ,H.on_m‘z?w_d/x 1r,_toiﬂ| dﬂwkldﬂdﬂdﬂdﬁdﬂjl ﬂl.AﬁaJﬂdﬂHAl‘lﬂ
Ry ﬂe A_IUW‘_MH\W_LWM ﬂb‘_ﬁyﬂrﬂq%o Eﬂﬂuo#a HL:W,UI],UI ,.nmotbtﬂmnw ) &ﬂﬂﬂuﬂ
— o — e e s — )
wwu@%ﬂ%iar1w.qﬂﬁu%m«mﬂ&1%;%%%@%%1wzﬂ?@@
HE o T X o O o) zp X o o JALINA ] o7 m.wlﬂA = ) =n w T o & o B
o o ol KN B oy I fuy z H T = o o - - o o ) ™ e ‘50
) "Eoun B o= Ao A ar T CRC- o o < 5 o pp X - o I+ M
ﬂ%)l;ouﬂbtjl T H ﬂmuu&ﬂuﬁ n%ﬁjlﬂwrx_aﬁq M or
_ JIZvoLﬂ]Aﬂm_lMoERﬂqs;ﬂﬂun.nﬂﬂ _h ﬂ? _LA 2 w9 E‘L
o T Mo oo N = X T KO o0 XX o X m D W %o ) o No T =l oo ol - 0 © T T %
Ry WEERL] qqﬂ% BN ﬂﬂwrﬂrdr.or Naﬁﬂ@o]o# o
N o) OC..* Xm ..__\_ o Mtwﬂ&La.ﬁuilqz—ﬁﬂﬂr qw.WIMM,UIZ
T ™ o T 7ﬁ7u£ou% oqlu_ﬂ/x mx.wxﬁ_somWEﬁl
TR W e e eE X 5 o
N = Ao Eﬂ%ﬂ%%%ﬂ%% oy
ﬂﬁmrﬂw T E o W R X I ‘_cﬂiz
Mo X o mﬂﬂ@@%%ﬂ:_o. »E &
1wrﬂﬂﬂr%bﬂ7ﬂ%%&ﬂh%@@%%ﬁ@
Wﬂﬂﬂﬁﬂﬂ mem%mﬂq 8:_oEm”n %ﬂ%ﬂoﬂ T e~ |
= ﬂizofxeﬂy@kw TTw B2 AR R kR
z]AT]u.__‘]ﬂuziq_iLuo m_omﬂﬂuﬂ 0 o =) ok < g R B &
< oy ~ W L Ho :.ﬂﬂ.c.._ N k= Nl o ol o o 8 o e Eﬂ;dn aToﬂa% <
‘ilo Wﬁ Y A - K ™R o ~ o =o B e o) o A - RN e Wnﬁ 5 = N
ﬂmﬂﬂ%%w%%;ﬂ@ﬁ%ﬂﬂ@@ﬂ&mﬂﬁﬁ m.m%%iémiﬂﬂ
T gy 0 ﬁlﬂuﬁxﬁourmx(noy?ﬂiﬂ%i@ aTo‘zﬂgﬁmﬁ@ﬂ
M w5 ior =T oo =n iy — X o - X H "
A X 5 ﬂ‘ur = N lrdﬂww ]ETwﬂﬂ wp o dﬂ‘Wﬂﬂ R oo s )
_.ﬂo_anmoq ﬂﬁﬁﬁ%%oxﬂmQNJémﬂ% uM\ﬂouﬁeg_oLoq
ﬁlE@mﬂi@ﬂJL_ﬂL%ﬁo%} i T = Eﬂ_wﬂ;oyEzmﬂzﬁ
R ﬂo#unﬂ% ﬂ%ugoﬂ7ﬁgaﬂ ok T o W iﬂvuﬁ@
= o B b oay O N = & - o T O ﬂoru ats) U\oﬂaﬁmtoT7uT
Hégﬂ]y Py = oF BN G %g}%%&ﬁz
G drml%%frﬁ iusuﬂu.ﬂ R oo, % 2o 2 wnu%%
| A zﬁm-ﬁ.]ﬂouuo#oﬂo#ﬂﬁo 2w o® W o K T = = el
?ﬂﬁﬂ%ﬁﬂ@ﬁ xS W T oo N %ﬂﬂ.ﬂﬂﬂ«g
5 B T WO = ﬁoﬂun&uﬂo aTﬁﬂ . d W]zvqﬂl Hl%]%ﬂe.q,m]l]
%mwi%w% ﬂ%%%%gﬂ@ﬁso R TR RIRILT
Hﬂmiﬁﬁﬁﬁomﬂﬂuﬂw mﬂo_uum_wmoﬂw%mﬂ?o .ﬂﬁﬂA W%and
Bo W Ho O Mo mo f S N Ty M ™ORN T N
Uru|1_7|nouﬂﬂﬂ1romaio 5 ,%%NAE = P
=0 T RO o) e o oo N = o 3 il w0
%muo%aﬁuaﬂw@ooﬁfnﬂqgﬂL_L
liﬂro.],,OIAA,|1_,_mo7MMMuqbtm
dﬂuga?bmw@?o
BE - B o

T 393 3% 20104 6¥

S5hod

=1
=

O:

]

7:
=]

3]

u/\Oiqu-

AA T AL 7} FENESHTE Aozt
B Aol o =2

AA| 7} o}
694



3t7] SefM =

1

G
ok

o
=

Ho

347 4

l-xg xj‘ o] Qo]o]

7t ohiet AelA,

X
o3

o
o
o
2

2 Agle] of

SEEEERE R

Ao o|&

wAZE o2t 2 A

A7k ohjeh

s

o]
2R

=ML

(e}
o1&

o

|

|

= e

oju

1#]

2 x

b3 9ok ek 3

0|

AA

AE0. ne HEAIE FaA o9 §E

A1)

o

uy

j 294 pAdES iy

S

[e]
de

Mu 28] 5o A (authenticity) 2 7A

g 4

AH] A

:I_L

kel
o

o 327t A

ofell o

1T Be A

H % =]
TS0

o] she A7t

g 2

ofel i

o

=

5.1.2 97 AA

= Azl

it

9

e 79t

9

Bl &

J

oju

AAHE AATS)

Ahe A Ae AuarIge] B4 R

ofy

il

glel Azl

g A4 B

L
T

O
pi

i

o 2
4

A4 d

g

=
il

A

o
=

e A7

S Ak
2 =2

Hgo] 9o} AAH Fgo] ofd Alelx #4

7 ek gep} 2%

L
-

&

b AR 23 8 S AlE

3|
ps4

3
o] e A2

3L
[¢)

[e]
T

U e 2 g R N R

9|

w3 o)

Aol ozt A9 AelA A

i
5
=

e

7B g 9 F

L
T

&

= AT

A=k

< A

=
=8

695

T X393 HM3% 20104 6¥

o §|}O1

q

7
=]



o#all
- -
mﬁ.ﬂraﬂ%a«ﬂuigez#cl
m&a«mﬁﬂﬂﬂi%zﬂ%l
_@ﬁwwﬂ?wﬂmowc%mwﬂﬂ T Mo oo T o
= T < gt ﬂHOMﬂo#oﬁeutﬁTﬂ,m_‘r B 4] 5% =~
QJEPN mﬂumolw,te%ﬂoi‘z__.m NIRRT
o %@réﬁ.ﬁ?ﬂ HHVEHA1Lmu6u%é T o0 < R
o B B of N KoK 7K 3 o o "N }]O#E oy o <R
© B ow L ) 4 ZARCE o RS A i
%o 2 ﬂTum14@%@EJM%m%dﬁﬂ%%%%%ﬁ%
) % H_zumeﬂyfm«_sy?ﬂc%ﬂ =i
lﬂmﬂoiﬂﬁiov uolaléa %u,uuﬂﬂqmi_oﬂa B Al =
mﬂPﬂo@?%o# %%ﬂ%Em% o dr%é%%.zﬂ@mlﬂ
gpErEirzebcl gwan11a“a@maaa
i A VﬁEO@LHL_LE@sz]ﬂﬂmE ROy Mo o b
VZML@%Q%%qu?a@ofamukx%ﬁﬂ%%%
uggotﬂo L & T oy o oﬂoﬂ}sﬂuﬂ
2 = Y TS oo YR oF o o oF
R ﬂﬂﬁ.xmﬂﬁxﬁi ﬂﬂﬂﬂﬁwﬁ %o B P
ﬂﬂiﬁsL_Lmo%lﬂ%ﬂoﬂﬁoﬁ%zoﬂrﬁﬂrqwo%%%@%M
1%@«%?%&%@ R e = o T i w5
=W = Mww o T W m aifs%oﬂﬂéﬁur%
Maww}mﬁuq%@wa?ﬂmﬁA_%%ﬂ% T T U F o
7mﬂm%@agﬁ%agm%mwa¢LM%MMHaM%
- %ﬂ%%ﬂ,mﬂ%Hﬁ%%ﬂﬂd‘HVﬂ%Muaﬂlﬁmednm °
2 Ri_.m_xqﬁ:& ﬂz_o,b._btAm_u,mcMEM,boﬂl_o]w_lmﬂr.
T B T 1_1_1@% HrﬂaﬁﬂWoW%o»m
S TIPSR I T
o = T ER o W o ©E b _..ﬂ,LELl
< cIR Ty Ty mﬂﬂﬂris%ﬂr
o oo W olo 0 o ol m = T N iob
<] M = = o B FR %0 %o oo oo T <
ma,_lryl‘la‘u mﬂ_zTﬂOO Jlﬂw_ q}% o T
I W F X = T T o
1fziziels ELE BTEEgTLS
%T@ﬁ%mﬂwg@@ﬂ%@ﬂ%%% »E ﬂwﬂﬂmﬁﬁ
— r o T I T RS N N3 [~ N
Gy w a%nﬂ.zsbno] I }Paﬂﬂbc
_%Wﬂﬂiu.#ﬂéydu NS R R %
‘M_I#LFAO.*‘AI%U_W,AI‘WLC,WEWW% J.ﬂ,‘:‘_ @dﬂ”%‘wdﬂﬂﬁjlpfoﬂ}
1$Ltﬂwm|iﬂmn3|nm|ﬂb%ﬂ%w|ﬂ ibonh_.{wiﬁwnmcw”
oiaTi_uWrxaﬁ_ﬁmﬂﬂ_ﬂwm_mwﬁro,uu? ﬂgﬁi%%ﬂmﬁ%@ﬂ
B- el I~ To IO H;O‘.Ir_._dl e T
ﬂ_OI‘Dl ﬂqﬁloﬂoELMﬂJo#aEﬂMOotﬂa J_H‘AI\MEH,HWO#EAMHA ,.Mo
WW%M%%%@ﬂ.M%%%AﬂEE - = g@ﬁﬂﬂ%&
= ! - .‘IﬂH ) [ — —3 = “w Ho —
x%ﬂnﬁr@Azi%%%ﬂﬁvﬂaﬂw @%@gﬁﬁﬂkuﬂ
ol = N o n| 4105 % o oxe Ko 1oﬂZJI
J%A%ﬁo . 1;ﬁﬂoxﬂo Aurzomuu o] < T
X o Eadl]Llo Eoﬂ7ﬁ1ﬂdﬂ1ru uAl;A,l‘_‘l i flarsl
%@.drﬁi?%dr@%ﬂﬂ%ﬂmﬂ%me Mz7mﬂ.@§¢%o
— i N [ — [l — —
ﬂ«oMﬂumﬂ 4 NP &@meiﬁ ° = w2
TR I oAl E%M%%ﬂﬁﬁla
oﬂ?mn@os@%ﬁo%z%ﬂ»Eﬂcdl.oéxoﬂﬂwgé7%
siauocamlmoaﬂﬂuu%uhzdum@ %_@imﬂvm %Urb
= = b A S T T Z
W B T T ﬂ]%ﬂ lem H X
xxoz.],,moﬂkﬁﬂth;oﬂﬁ.@
aﬂo%o#mwaﬂq%o
FUCEy

T 393 3% 20104 6¥

stoq

7:
=]

el A~

d

] %
4,

A
e

©

7144,

FE

o

/\1 B
696



3

Ajp) 2-2] Sl

A

=

;o‘lql‘l
BT gk Nd T HT
— g, T T8 . o T zmoo#EQQQi. =
Mﬁz?wﬁiﬂw@ﬂﬂa@%ﬂwﬂ
o X ® oR X° MW = N O~ o 75 3 B ol mw - T
2y O B oo Ry Mo ot o T Ly & = 8 "o
]_,Tﬂp]A_zTJ.]eoM }O#LQEA%A} X m I
uﬁdmolxow]m,r IR Y =< S® T
ISR TN 3 °F 20
) @h A ol ~ R0 - N Wﬂmﬂﬂo% R m = B A
CIRNE o e R T o B R o s ey
—~ JI_ZJ_M > X G . o8 K 4.60 = T
i) \U| — B I#Ao Nir T T ,UI 2 R O* o il X~ o B = <
BET e R movl%xoxlquﬂ?oﬂ e E ot o
M%E%M%WL:MA%E?%M T o S
X B ol o —~ ) LK W ® =
%%Hﬁ,wézw%gjﬁ? CEw ©E %%
A miiPlJﬁmﬂimﬂam m e -
J-LOY\W..U‘AE#V_/.@IH i~ ﬂqﬂ.SOEE . ‘m‘_dl J\,Al‘mﬂn
B B = o To el W Xox Yo o o &
@ﬂlqﬁ?jamowl@%gmﬁ ﬁH%HM TEILE B
_.oL,ol,myldu =) oy KO oy X oo o B 2 o X o B S
Mol ™ o ST N
% .W_M ﬂ-ﬂ J7|.A flAU ;OT EH E..ﬂ EO o ‘V.Ill_wl MAM E:i KH AN ‘md M_.# H ‘%ﬂ_ o 0
wrﬁﬂaffaoﬁ%%w.%p‘éﬂ R FITTES
,IJ\. s g s . lllﬁ‘m —_ —~ )\D/,NWL_.A
@@M%M%%ﬁﬂ@%%@%%%&@# m BiSEsE
_Aﬂo#aﬂkiahvmﬁqwmoﬂo%%ﬂﬂaL 1] 7] STagPY
T % e e m .ﬂ|_ i) )
p— 1o}
5 5 AR = R R T R K o~ =
YOM‘OI‘M ;&EﬂAI‘o‘Ulw_ﬂI\_XE ‘U|‘L|L N
e A XTI Ho o ol o o T o T o= K W
ﬁ%]ﬂﬂm]ﬂﬂo @%ﬁiﬂﬂ%a%u%ﬂ%ﬂwq
iﬂb‘._‘y/la‘l,ﬁ%]o@\ulﬂwo \_n.VuLﬂE,ULO_ :tH%cE E\*O.Lﬁl‘wr\.ﬁwmlig
Ao] ) e _ . y —_ o
@%%mﬁm‘ﬂﬁ%é dﬂﬂ%gﬂ@ﬂr@mﬂ%u o T
FEEH w R =0 o m%ﬂﬁﬂ%%@iﬂwéhﬁ
ol X ey PE Lo B R . o 9 = A
oo W oox B W . 0 DO R o ° B = o o B o =
M om nh.w 5 © Mﬂ ] M _m__m zﬂu]ﬂlmwmﬁd o5 S o E_m o m X — o
Bgfzsﬁroaa = D% R o dom e
= o TR T S ek o BTN o B e T raly
R oy T o P e o o m@rﬁmﬁﬂo%ﬁé;g
oaﬁﬂwg;i%m i~ ) oS ﬂ@wﬂfr%%%,ﬂ%%@
S SRR wE ooE T I T A
= So Mo Tew®E o ¥ = O\ w zrﬁlnﬂﬁuﬂn%ﬂ:_a%;’_/ﬂ
ﬂmﬁu&.ﬂ%mﬂmﬂi% . AR Tz mw zoﬁﬂ,ﬁﬂ.wrk
o~ o Sy — = 2 oy . )
Lok o oo TP Ty o= xT N R g ST
I R EZ W 1qﬂﬂxﬂuovwﬁmo_%%1$
syzw T LY F %@ﬁ%%@%%mwwamlwg
oLu_wA]iﬂﬂol_LMﬂﬂLL - = AR = B ‘Dr.]uroleu_,mo
= o o e 3l B T T — ov BB B B o :
%ﬂdrﬁﬂmwmﬁﬂmmaa & %memﬂﬁ_wﬂ@i;ww_?oubﬂ%@a@ﬁ
® R ﬁ%ﬁﬂﬂ&}@ SR P S
o0 ® X M- 9 & %_xoqﬂ.ﬂrﬂor
EE‘UImELm‘.rLLZ_uﬂo o
B OEl W ®e X |o

ojMoF & Holth. AA

697

1-33.

T ghmAEIEtE dAxteEdE

nAe 93 oA AT, 24(3)

L

wpIgA e o

i

k]
pod

1§is5el <14
4o
o webd B AT gA3ge B

T X393 HM3% 20104 6¥

7
sfol

£}

40

ol
=}
7
=]



Adams, J. Stacy(1965), ‘Inequity in Social Ex-
change,” in Advance in Experimental Social
Psychology, 2, Leonard Berkowitz(eds.),
New York: Academy Press, 267-299.

Anderson, Eugene W.(1998), “Customer Satisfaction
and Word-of-Mouth,” Journal of Services
Research, 1(1), 5-17.

Anderson, James C. and David W. Gerbing(1988),
“Structural Equation Modeling in Practice:
A Review and Recommended Two-Step
Approach,” Psychological Bulletin. 103(3),
411-423.

Andreassen, Tor Wallin(2000), "Antecedents to
Satisfaction with Service Recovery,” Euro-
pean Journal of Marketing, 34(1/2), 156~
175.

Arnold, Magda B.(1960), Emotion and Personality,
New York: Columbia University Press.

Barbara, R. Lewis and Emma Clacher(2001),
“Service Failure and Recovery in UK
Theme Parks: The Employees” Perspective,”
International Journal of Contemporary
Hospitality Management, 13(4), 166-176.

Barnett, Mark A., Laura M. King, Jeffrey A.
Howard, and Geri A. Dino(1980), "Em-
pathy in Young Children: Relations to
Parents” Empathy, Affection, and Empha-
sis on the Feelings of Others,” Develop-
mental Psychology, 16(3), 243-244.

Batson, C. Daniel, Jim Fultz, and Patricia A.
Schoenrade(1987), Distress and Empathy:
Two Qualitatively Distinct Vicarious Emo-
tions with Different Motivational Conse-
quences,” Journal of Personality, 55(1),
19-39.

Batson, C. Daniel, Karen Sager, Eric Garst, Misook

Kostia Rubchinsky,

Kang, and Karen

698

Dawson(1997), “Is Empathy-Induced Helping
Due to Self-Other Merging?,” Journal of
Personality and Social Psychology, 73(3),
495-509.

Bejou, David and Adrian Palmer(1998), “Service
Failure and Loyalty: An Exploratory Study
of Airline Customers,” Journal of Services
Marketing, 12(1), 7-22.

Bell, Chip R. and Ron E. Zemke(1987), “Service
Breakdown: The Road to Recovery,” Ma-
nagement Review, 76(10), 32-35.

Bergin, Allen E.(1988), “Three Contributions of
Spiritual Perspective to Counseling, Psy-
chotherapy, and Behavioral Change,” Coun-
seling and Values, 33(1), 21-31.

Bitner, Mary Jo(1990), “Evaluating Service En-
counters: The Effects and Phyisical Sur-
roundings and Employee Responses,” Journal
of Marketing, 54(April), 69-82.

Bitner, Mary Jo, Bernard H. Booms, and Mary
Stanfield Tetreault(1990), "The Service
Encounter: Diagnosing Favorable and Un-
favorable Incidents,” Journal of Marketing,
54(January), 71-84.

Blodgett, Jeffrey G., Donna J. Hill, and Stephen
S. Tax(1997), "The Effects of Distributive,
Procedural, and Interactional Justice on
Postcomplaint Behavior,” Journal of Re-
tailing, 73(2), 185-210.

Bollen, Kenneth and J. Scott Long(1992), "Test
for Structural Equation Models: Introduc-
tion,” Sociological Methods and Research,
21(November), 123-131.

Borke, Helene(1971). “Interpersonal Perception of
Young Children: Egocentrism or Empathy?,”
Developmental Psychology, 5(2), 263-269.

Bown, David E. and Edward E. Lawler M(1995),

HASHATE H39A A3z 20104 62



IA2 A2 Mu|AMTT|He SMsldE

‘Empowering Service Employees,” Sloan
Management Review, 36(4), 73-84.

Brady, Michael K., Joseph Cronin Jr, Gavin L.
Fox, and Michelle L. Roehm(2008), “Stra-
tegies to Offset Performance Failures: The
Role of Brand Equity,” Journal of Re-
tailing, 84(2), 151-164.

Brakenhielm, C. R.(1993), Forgiveness, Minnea-
polis: Fortress Press.

Bylund, Carma L. and Gregory Makoul(2005),
“Examining Empathy in Medical Encounter:
An Observational Study Using the Em-
pathic Communication Coding System,”
Health Communication, 18(2), 123-140.

Cacioppo, John T. and Wendi L. Gardner(1999),
“Emotion,” Annual Review of Psychology,
50(1), 191-214.

Chan A., S. T. Hannah, and William L. Gardner
(2005), “Veritable Authentic Leadership:
Emergence, Functioning, and Impact, Au-
thentic Leadership Theory and Practice:

Effects,
Monograph in Leadership and Management,
William L. Gardner, Bruce J. Avolio, and
Fred O. Walumbwa(eds.), San Diego: El-
sevier Inc., 3, 3-41.

Coke, Jay S., C. Daniel Batson, and Katherine
McDavis(1978), ‘Empathic Mediation of
Helping: A Two-Stage Model,” Journal of
Personality and Social Psychology, 36(7),
752-766.

Clemmer, Elizabeth C. and Benjamin Schneider

Origin, and Development,” in

(1996), “Fair Service,” in Advances in Ser-
vices Marketing and Management, Teresa
A. Swartz, David E. Bowen, and Stephen
W. Brown(eds.), Greenwich, CT: JAI Press,
5, 109-126.

ZASHAT 393 A3z 20104 62

747 71gsl =3 o] IFYHL 1o MY

Mark H.(1983),

Differences in Empathy: Evidence for a

Davis, “Measuring Individual

Multidimensional Approach,” Journal of
Personality and Social Psychology, 44(1),
113-136.

Davis, Mark H., Kyle V. Mitchell, Jennifer A.
Hall, Jennifer Lothert, Tyra Snapp, and
Marnee Meyer(1999), “Empathy, Expecta-

Per-

sonality Influences on The Decision to Par-

tion, and Situational Preferences:
ticipate in Volunteer Helping Behavior,”
Journal of Personality, 67(3), 469-503.

DiBlasio, Frederick A.(1992),
Psychotherapy: A Comparison of Younger

“Forgiveness in

and Older Therapists,” Journal of Psy-
chology and Christianity, 11(2), 181-187.

DiBlasio, Frederick A. and Judith Harris Proctor
(1993), "Therapists and the Clinical Use of
Forgiveness,” The American Journal of
Family Therapy, 21(2), 175-184.

Dossey Barbara Montgomery, Lynn Keegan, and
Cathie. E. Guzzetta(2005), Holistic Nursing:
a Handbook for Practice 4th(ed.), Jones
and Bartlett.

Eisenberg, Nancy, and Paul A. Miller(1987), "The
Relation of Empathy to Prosocial and Re-
lated Behaviors,” Psychological Bulletin,
101(1), 91-119.

Ekman, Paul(1992), "Facial Expressions of Emo-
tions: New Findings, New Questions,” Psy-
chological Science, 3(January), 34-38.

Ekman, Paul, Richard J. Davidson, and Wallace
V. Friesen(1990), “The Duchenne Smile:
Emotional Expression and Brain Psychology
11" Journal of Personality and Social
Psychology, 58(2), 342-358.

Ekman, Paul and Wallace V. Friesen(1982), "Felt,

699



False, and Miserable Smiles,” Journal of
Nonverbal Behavior, 6(4), 238-252.
Enright, Robert D. and Elizabeth A. Gassin
(1992), “Forgiveness: A Developmental
View,” Journal of Moral Education, 21(2),

99-114.

Enright, Robert D., Maria J. D. Santos, and
Radhi Al-Mabuk(1989), "The Adolescent as
Forgiver,” Journal of Adolescence, 12(1),
95-110.

Erickson, Rebecca J.(1995), "The Importance of
Authenticity for Self and Society,” Sym-
bolic Interaction, 18(2), 121-144.

Estelami, Hooman(2000), "Competitive and Proce-
dural Determinants of Delight and Disap-
pointment in Consumer Complaint Out-
comes,” Journal of Service Research, 2(3),
285-300.

Feshbach, Norma D.(1982), “Sex Differences in
Empathy and Social Behavior in Children,”
in The Development of Prosocial Behavior,
Nancy Eisenberg(eds.), NewYork: Academic
Press.

Fornell, Claes and Birger Wernerfelt(1987), “De-
fensive Marketing Strategy by Customer

A Theoretical

Analysis,” Journal of Marketing Research,

24(November), 337-346.

Sigmund(1946), The ego and Mechanism of

Defense, International University Press.

Gillmore, James H. and B. Joseph Pine II(2007),
What Consumers Really Want: Authenticity,
Harvard Business School Press.

Goodwin, Cathy and Ivan Ross(1992), "Consumer

Responses to Service Failures: Influences

Complaint Management:

Freud,

of Procedural and Interactional Fairness

Perceptions,” Journal of Business Research,

700

25(2), 149-163.

Grandey, Alicia A.(2003), "When The Show Must
Go On’: Surface and Deep Acting as De-
terminants of Emotional Exhaustion and
Peer-Rated Service Delivery,” Academy of
Management Journal, 46(February), 86-96.

Grandey, Alicia A., Glenda M. Fisk, Anna S.
Mattila, Karen J. Jansen, and Lori A.
Sideman(2005), Is ‘Service With a Smile’
Enough? Authenticity of Positive Displays
During Service Encounters,” Organizational
Behavior and Human Decision Processes,
96(January), 38-55.

Greenbaum, Michael (2000), “Emotional Intelligence
takes Customer Loyalty to a Higher Level,”
Boardwatch Magazine, 14(7), 120-121.

Gremler, Dwayne D. and Kevin P. Gwinner(2000),
“Customer-Employee Rapport in Service
Relationships,” Journal of Service Research,
3(August), 82-104.

Grinder, Robert E.(1961), "New Technique for Re-
search in Children’s Temptation Behavior,”
Child Development, 32(4), 679-688.

Grénroos, Christian(1988), “Service Quality: The
Six Criteria of Good Perceived Service
Quality,” Review of Business, 9(Winter),
10-13.

Guerney, Bernard G.(1977), Relationship enhan-
cement: Skill training programs for therapy,
problem prevention, and enrichment, San
Francisco: Jossey Bass.

Hackney, Harold(1978), "The Evolution of Empathy,”
Personnel and Guidance Journal, 57(1),
35-38.

Hargrave, Terry D. and James N. Sells(1997),
“The Development of a Forgiveness Scale,”

Journal of Marital and Family Therapy,

shof

i

Pz
S

C()g

T M39A 35 20104 6



71 SMstt

23(1), 41-62.

Hart, Christopher W., James L. Heskett, and W.
Eart Sasser Jr.(1990), “The Profitable Art
of Service Recovery,” Harvard Business
Review, 68(July/August), 149-156.

Harter, Susan(2002), “Authenticity,” in Handbook
of Positive Psychology, C. R. Snyder and
Shane J. Lopez(eds.), Oxford, UK: Oxford
University Press, 382-394.

Heide, Jan B. and George John(1992), “Do Norms
Matter in Marketing Relationships?,” Journal
of Marketing, 56(April), 32-44.

Heider, Fritz(1958), The Psychology of Interper-
sonal Relation, New York: Wiley.

Hennig-Thurau, Thorsten, Markus Groth, Michael
Paul, and Dwayne D. Gremler(2006), “Are
All Smiles Created Equal? How Emotional

Labor Affect
Service Relationships,” Journal of Mar-
keting, 70(July), 58-73.

Hoffman, K. Douglas and Scott W. Kelly(2000),
“Perceived Justice

Contagion and Emotional

Needs and Recovery
Evaluation: A Contingency Approach,” Eu-
ropean Journal of Marketing, 34(3/4),
418-432.

Hoffman, K. Douglas, Scott W. Kelly, and Beth C.
Chung(2003), “A CIT Investigation of Ser-
vicescape Failures and Associated Recovery
Strategies,” Journal of Services Marketing,
17(4), 322-340.

Hoffman, K. Douglas, Scott W. Kelley, and Holly
Rotalsky(1995), “Tracking Service Failures
and Employee Recovery Efforts,” Journal of
Services Marketing, 9(2), 49-61.

Hoffman, Martin L.(1982), “Development of Pro-
social Motivation: Empathy and Guilt,” in

The Development of Prosocial Behavior,

Sho:
El

Zoizpol

[

T X393 HM3% 20104 6¥

ZHo
249

747 71gsl =3 o] IFYHL 1o MY

Nancy Eisenberg(eds.), New York: Aca-
demic Press.

Homans, George Caspar(1961), Social Behavior:
Its Elementary Forms, New York: Har-
court Brace Jovanovich.

Johnston, Robert(1995), “Service Failure and Re-

covery: Impact, Attributes and Process,” in

Advances in Services Marketing and Ma-

nagement, Teresa A. Swartz, David E.

Bowen, and Stephen W. Brownf(eds.),

Greenwich, CT: JAI Press, 4, 211-228.

Scott, K. Douglas Hoffman, and Mark A.

Davis(1993), “A Typology of Retail Fai-

lures and Recoveries,” Journal of Retailing,

69(4), 429-452.

Kohlberg, Lawrence(1976), “Moral

Moralization: The Cognitive-Developmental

Kelley,

Stages and

Approach,” in Moral Development Behavior:
Theory, Research, and Social Issues, Thomas
Lickona(eds.), New York: Holt, 31-53.

Kohut, Heinz(1984), How does analysis cure?,
Chicago University of Chicago Press.

Konstam, Varda, William Holmes, and Bethany
Levine(2003), “Empathy, Selfism, and Coping
as Elements of the Psychology of For-
giveness: A Preliminary Study,” Counsel-
ling and Values, 47(3), 172-183.

Lazarus, Richard S.(1982), “Thoughts on the Re-
lations Between Emotion and Cognition,”
American Psychologist, 37(9), 1019-1024.

Levesque, Terrence J. and Gordon H. G. McDougall
(2000), “Service Problem and Recovery St-
rategies: An Experiment,” Canadian Journal
of Administrative Science, 17(1), 20-37.

Maltby, John, Ann Macaskill, and Liza Day
(2001), “Failure to Forgive Self and Others:
A Replication and Extension of the Rela-

701



tionship Between Forgiveness, Personality,
Social Desirability, and General Health,”
Personality and Individual Differences, 30
(5), 881-885.

Mattila, Anna S. and David Cranage(2005), “The
Impact of Choice on Fairness in the Con-
text of Service Recovery,” Journal of Ser-
vices Marketing, 19(5), 271-279.

McCracken, Grant(1989), “Who is the Celebrity
Endorse? Cultural Foundations of the En-
dorement Process,” Journal of Consumer
Research, 16(December), 310-321.

McCullough, Michael E.(2000), “Forgiveness as
Human Strength: Theory, Measurement,
and Links to Well-Being,” Journal of Social
and Clinical Psychology, 19(1), 43-55.

McCullough, Michael E. and Everett L. Worthington
Jr(1995), “Promoting Forgiveness: A Com-
parison of Two Brief Psychoeducational
Group Interventions with a Waiting-List
Control,” Counseling and Values, 40(1),
55-68.

McCullough, Michael E., Everett L. Worthington
Jr, and Kenneth C. Rachal(1997), “Inter-
personal Forgiving in Close Relationships,”
Journal of Personality and Social Psy-
chology, 73(2), 321-336.

McCollough, Michael A., Leonard L. Berry, and
Manjit S. Yadav(2000), "An Empirical In-
vestigation of Customer Satisfaction After
Service Failure and Recovery,” Journal of
Service Research, 3(2), 121-1317.

Menon, Satya and Barbara Kahn(2002), “Cross-
Category Effects of induced Arousal and
Pleasure on the Internet Shopping Ex-
perience,” Journal of Retailing, 78(1), 31-
40.

702

Adrian, Rosalind Beggs, and Caroline
Keown-McMullan(2000), "Equity and Repur-
chase Intention Following Service Failure,”
Journal of Services Marketing, 14(6), 513~
528.

Preston, Stephanie D. and Frans B. M. de Waal
(2002), "Empathy: Its Ultimate and Proxi-
mate Bases,” Behavioral and Brain Sciences,
25(1), 1-18.

Price, Linda L., Eric J. Arnould, and Patrick

Tierney(1995), “Going to Extremes: Mar

keting Service Encounters and Assessing

Palmer,

Provider Performance,” Journal of Mar
keting, 59(April), 83-97.
Price, Linda L., Eric J. Arnould, and Sheila L.
Deibler(1995), “Consumers’ Emotional Re-
The In-
fluence of the Service Provider,” Interna-

sponses to Service Encounters:

tional Journal of Service Industry Manage-
ment, 6(3), 34-63.

Roger, Carl R.(1957), “Necessary and Sufficient
Conditions of Therapeutic Personality Change,”
Journal of Consulting Psychology, 21(1),
95-103.

Roger, Carl R.(1961), On Becoming a Person,
Boston: Houghton Mifflin.

Ruyter, Ko de and Martin Wetzels(2000), “Customer
Equity Considerations in Service Recovery:
A Cross-Industry Perspective,” International
Journal of Service Industry Management,
11(1), 91-108.

Schroeder, David A., John F. Dovidio, Mark E.
Sibicky, Linda L. Matthews, and Judith L.
Allen(1988), “Empathic Concern and Hel-
ping Behavior: Egoism or Altruism?,” Journal
of Experimental Social Psychology, 24(4),
333-353.

HASHATE H39A A3z 20104 62



Norbert and Gerald L. Clore(1996),

“Feeling and Phenomenal Experiences,” in

Schwarz,

Social Psychology, Handbook of basic prin-
ciples, E. Tory Higgens and Arie W.
Kruglanski(eds.), New York: The Guilford
Press, 433-465.

Schweikhart, Sharon B., Stephen Strasser, and
Melissa R. Kennedy(1993), “Service Recovery
in Health Services Organizations,” Hospital
and Health Services Administration, 38
(Spring), 3-21.

Selman, Robert L.(1980), The Growth of Interper-
sonal Understanding, New York: Academic
Press.

Sheppard, B. H., Roy J. Lewichi, and John W.
Minton(1992), Organizational Justice: The
Search for Fairness in the Workplace, New
York: Lexington Books.

Smedes, Lewis B.(1984),
Healing the Hurts We Don’t Deserve, San
Francisco: Harper & Row.

Smith, Amy K. and Ruth N. Bolton(1998)., “An

Experimental Investigation of Customer

Forgive and Forget:

Reactions to Service Failure and Recovery
Encounter,” Journal of Service Research, 1
(1), 65-81.

Smith, Amy K., Ruth N. Bolton, and Janet
Wagner(1999), "A Model of Customer Sa-
tisfaction with Service Encounters Invo-
lving Failure and Recovery,” Journal of
Marketing Research, 36(August), 356-372.

Sparks, Beverly A. and Janet R. McColl-Kennedy
(2001), “Justice Strategy Options for In-
creased Customer Satisfaction in a Ser-
vices Recovery Setting,” Journal of Business
Research, 54(3), 209-218.

Spidell, S. and D. Liberman(1981), "Moral Deve-

ZASHAT 393 A3z 20104 62

lopment and the Forgiveness of Sin,
Journal of Psychology and Theology, 9(2),
159-163.

Spiro, Howard(1992), “What is Empathy and Can
It Be Taught?,” Annals of Internal Me-
dicine, 116(10), 843-846.

Takaku, Seiji(2001), “The Effects of Apology and
Perspective Taking on Interpersonal For-
giveness: A Dissonance-Attribution Model
of Interpersonal Forgiveness,” Journal of
Social Psychology, 141(4), 494-508.

Takaku, Seiji, Bernard Weiner, and Ken-Ichi,
Ohbuchi(2001), “A Cross-Cultureal Exa-
mination of the Effects of Apology and
Perspective Taking on Forgiveness,” Journal
of Language and Social Psychology, 20
(1/2), 144-166.

Tax, Stephen S., Stephen W. Brown, and Murali
Chandrashekaran(1998), “Customer Eva-
luations of Service Complaint Experiences:
Implications for Relationship Marketing,”
Journal of Marketing, 62(April), 60-76.

Taylor Charles(1989), Sources of the Self. Cam-
bridge: Harvard University Press.

Taylor Charles(1995), Philosophical Arguments,
Cambridge: Harvard University Press.

Taylor, Shirley(1994), “Waiting for Service: The
Relationship Between Delays and Evalua-
tion of Service,” Journal of Marketing, 58
(April), 56-69.

Teo, Thompson S. H. and Vivien K. G. Lim

(2001), "The Effects of Perceived Justice
on Satisfaction and Behavioral Intentions:
The Case of Computer Purchase,” Interna-
tional Journal of Retail and Distribution
Management, 29(2), 109-124.

Thompson, Victor Akexabder(1976), Bureaucracy

703



and the Modern World, General Learning

Press. Morristown, NJ.

van Dijk, Wilco W., Marcel Zeelenberg, and Joop

van der Pligt(1999), "Not Having What
You Want Versus Having What You Do
Not Want: The Impact of Type of Negative
Outcome on the Experience of Disappoin-

tment and Related Emotions,” Cognition
and Emotion, 13(2), 129-148.

Wade, Nathaniel G. and Everett L. Worthington

Jr(2003), “Overcoming Interpersonal Of-
fenses: Is Forgiveness the Only Way to
Deal with Unforgiveness?,” Journal of Coun-
seling and Development, 81(3), 343-353.

Walster, Elaine H., G. W. Walster, and Ellen

Berscheid(1978), Equity: Theory and Re-
search, Allan and Beacon Inc., Boston,

Massachusetts.

Weun, Seungoog, Sharon E, Beatty, and Michael

704

A. Jones(2004), “The Impact of Service

Worthington, Everett L. Jr.,

Failure Severity on Service Recovery Eva-
luations and Post-Recovery Relationships,”
Journal of Services Marketing, 18(2),
133-146.

Taro A. Kurusuy,
Wanda Collins, Jack W. Berry, Jennifer S.
Ripley, and Sasha N. Baler(2000), "For-
giving Usually Takes Time: A Lesson Learned
by Studying Interventions to Promote For-
giveness,” Journal of Psychology and

Theology, 28(1), 3-20.

Zechmeister, Jeanne S., Sofia Garcia, Catherine

Romero, and Shona N. Vas(2004), “Don’t
Apologize Unless You Mean It: A Labora-
tory Investigation of Forgiveness and Re-

taliation,” Journal of Social and Clinical
Psychology, 23(4), 532-564.

Zemke, Ron and Chip Bell(1990) “Service Re-

covery: Doing it Right the Second Time,”
Training, 27(6), 42-48.

HASHATE H39A A3z 20104 62



I42 FHZ Mu|AHIT|HE BMSIAET?: TS TYYn Dol SMtY

Did Customer Truly Forgive Service Failure Company?:
Authenticity of Company Recovery Efforts
and the Forgiveness Process of Customer

Sang Hee Kim*

Abstract

This study attempts to present a process of customers forgiveness through authenticity,
not that of recovery through equity, in case of service failure. Prior researches on service
recovery have discussed relations between equity, recovery satisfaction, and positive customer
behavior, emphasizing that customers recognition of equity in the efforts of recovery was
important most of all to recover from service failure. However, psychologists suggested that
authentic recovery efforts and the process of recognizing, understanding, and forgiving this
by the other, not fair one-to-one interaction, were important most of all to recover personal
relationship when material and psychological damage was experienced in the relationship.
Perception of equity in the process of service recovery concerns whether service efforts are
partial or fair, which is different from customers understanding and forgiveness of situations
where failure occurs. Even if one experienced recovery satisfaction through recognition of
equity and formed positive behavior intention, true relationship recovery can hardly be obtained
and positive customer behavior can possibly fail to be induced constantly from a long-term
perspective. Therefore, this study tries to examine the process of customers service recovery
in the psychological aspect, not in the cognitive one, and to present the process of customers’
forgiveness in such a psychological aspect. Forgiveness brings transformation into cognitive
and behavioral systems, consequently changing negative thinking, emotion, and behavior
into positive ones. This is because forgiveness, which is movement of the mind, not that of
reasons, affects favorable relationships with the other from a long-term perspective as well

as reducing revenge behavior against the other.
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The purpose of this study is first to see how recovery efforts following service failure affect
customer empathy. For this purpose, I try to introduce the notion of authenticity to suggest
that it is an important element to arouse customer empathy. Second, I try to see how
customer empathy following service recovery efforts affects forgiveness. If customers can
empathize with service companies™ failure through the companies” recovery efforts, I try to
see if such empathy can lead to customer forgiveness of failure. In doing so, I try to present
the process of customers forgiveness of failure, Third, I try to see how customer forgiveness
affects revenge behavior, such as negative word-of-mouth, and avoidance behavior, such as
revisit intention. Forgiveness reduces revenge and avoidance behavior against the other. So
I try to see if customers forgiveness of company failure can reduce their negative behavior.
Fourth, I try to determine relevance between recovery satisfaction of the cognitive process,
customer empathy of the psychological process, and forgiveness and to examine differences
in relative influences on customer behavior. In doing so, I try to present the optimum
strategy to induce positive customer behavior despite service failure.

The results showed that authenticity for service recovery efforts affected customer empathy
with service failure, which then affected forgiveness. Customer forgiveness reduced revenge
and avoidance behavior, increased revisit intention, and reduced negative word-of-mouth
intention. As for relations between recovery satisfaction, empathy, and forgiveness, empathy
exerted higher relative influences on forgiveness than recovery satisfaction: as for relative
influences of recovery satisfaction and forgiveness on customer behavior, forgiveness exerted
higher relative influences on negative word-of-mouth than recovery satisfaction. Therefore,
forgiveness was found to be a factor to reduce negative word-of-mouth intention more than
recovery satisfaction.

The results demonstrate that customer understanding and forgiveness through authenticity
is an important factor to consider in service recovery, in addition to recovery satisfaction
through equity. In other words, what is important in service recovery is not how fair recovery
efforts are but how authentic the effort are, which can induce customer empathy and lead to
customer forgiveness of company failure. This indicates that future researches on service
recovery need to make scientific and practical considerations of the process of forgiveness

through authenticity, not through equity.

Key words: service failure, service recovery, recovery satisfaction, authenticity, empathy,

forgiveness, revenge intention, avoidance intention.
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