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Abstract

Purpose — With the rapidly growing competition in e-commerce, online retailers
provide diverse products and service to enhance the customer’s experience and increase
satisfaction. However, service failures cannot be completely excluded. When service
failure occurs, it may lead to customer dissatisfaction and switch to switch to
competitors who are just a click away. Therefore, service recovery, defined as the
response to service failure, is a critical issue for online service providers. The primary
objective of this study is to explore the antecedents and consequences of service
recovery encounters. In addition, this study also examines the perception of justice in
service recovery and how it affects the behavioral outcomes.

Design/methodology/approach — The research model is developed from a
perspective of psychological contract violation (PCV) and perceived justice theory. The
model is designed to explore the antecedents and consequences of service recovery
violation. The data was collected by questionnaire from 188 Taiwanese online shoppers

who have encountered service failure and made complaints.

*  Corresponding author. Email: KTCheng@nuu.edu.tw
2014/06/10 received; 2014/07/22 revised; 2014/11/12 accepted
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Findings — The results show that distributive justice, procedural justice, and
interactional justice negatively affects PCV. PCV decreases repurchasing intention and
increase negative word-of-mouth intention. Moreover, attribution moderates the
relationship between distributive justice and PCV and policy clarity moderates the

relationship between procedural justice and PCV.

Research limitations/implications — This study relies on questionnaire approach
and each respondent answer the questions based on their previous experience. Hence,
future research can be employed scenario-based survey or experiments to confirm the
conclusion of this study.

Practical implications — The results provide several managerial implications with
online retailers. First, effective service recovery leads to a higher level of repurchasing
intention and a lesser level of negative word-of-mouth behavior. Second, online retailers
should provide clear service recovery policy, fair compensation, and quick response

process to improve customer satisfaction and enhance customer relationship.

Originality/value — This study integrates perceived justice theory and
psychological contract violation perspective to investigate consumer behaviors after
service recovery. The paper concludes with implications for online retailers, and future
directions for researchers are also discussed.

Keywords: service recovery, psychological contract violation (PCV), perceived
justice theory
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