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Abstract

Pre-service recovery approach is used to reduce customer’s complains about waiting time in the

(-
PEAERE .

EFI M BT, KA. S5 RO T 98 M S IE IR —— 2k T P BLR ]. ER R TRIRR, 2023,
12(3): 333-344. DOI: 10.12677/wer.2023.123037


https://www.hanspub.org/journal/wer
https://doi.org/10.12677/wer.2023.123037
https://doi.org/10.12677/wer.2023.123037
https://www.hanspub.org/

FRT, X7

catering industry. Though management scholars are interested in pre-service recovery, we still
know little about how pre-service recovery influences customer’s decision-making. Based on the
perceived fairness theory, this research examines the effects of pre-service recovery on customer
decision. This study invited 162 participants with dining waiting experience to participate in a
scenario experiment. Results showed that perceived fairness can play a full mediation role be-
tween pre-service recovery and customer decision. Specifically, both psychological and tangible
pre-service recovery significantly enhance customers’ fairness perception, which positively affects
their service decision by showing more willingness to wait. This research extends literature about
perceived fairness theory by applying it to a new condition where pre-service recovery dominants.
The paper also provides practical implications for catering industry.
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Figure 2. Consumer service choice score histogram in different situations
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Table 1. CFA competition model
& 1. CFA TR E!

CFA e 4R
7 df RMSEA NNFI CFI SRMR Ar?
3 TR 38.176 11 0.124 0.902 0.949 0.068
2 TR 1 49.946 13 0.133 0.888 0.931 0.072 11777
2 FIFHE7Y 2 50.468 13 0.134 0.886 0.93 0.073 12.292"
2 FRIFH5E7Y 3 39.019 13 0.111 0.921 0.951 0.07 0.843"
LSRR et 50.572 14 0.073 0.897 0.931 0.073 12.396"

¥: "p<0.05; “p<0.01.

4.13. EXMDH

AR T Pearson & ARG [ & B S AL B AIAHOC R AL A R 2 Fos:

BAEPE R S5 AN RS 45 A F(r = 0.171, p < 0.05). 22 H.AF(r = 0.173, p < 0.05) £ HL i & IEAH .

WP IR 25 TRM R 45 S A T+ (r = 0.180, p < 0.05). F£F A F(r = 0.205, p < 0.01). z45i%+(r = 0.230,
p <0.01) I EF IEFHK.

GERANT 5 R4 ER (r = 0.440, p < 0.01) RHLE F IEAIE; P AT 5R%SIER(r=0.416,p <0.01) 2
PR IEAH G AR HA PSR IERE(r = 0.248, p < 0.01) 2L 3 IEAH G,

DOI: 10.12677/wer.2023.123037 339 HALFIRER


https://doi.org/10.12677/wer.2023.123037

FRT, X7

Table 2. Correlation analysis

= 2. HEMS
s FAEMEMR  WIER SR (350 LH o R%
% AN ’ | i N N N
Vb B smmec sEaEc AT OAY AT
P51 1.759 0.429 1
R 23.667 6730  —0.123
AR
, 0.340 0475 -0.084  0.022 1
Tk R
W o
, 0302 0461  0.025 -0.086 —0.472 1
Z Tk R
FERNE 4276 1.008 02317 -0.111 0.171 0.180" (0.58)
R AY 4537 1.259  0.189°  —0.096 0.135 0.205™ 05177  (0.64)
THAF 4256 1.016  0.064 0.105 0.173" 0.019 05307 0466~ (0.73)
R4k 0.600 0.490  0.224™  -0.146 0.099 0.230™ 04407 04167 0.248" 1

E: N=162, &5 M NEREE; "p<0.05 “p<0.0L

42. EYMEPNBNREER

42.1. RIEMERRFTRAR BEAATAHERERFEE

KSR T spss22.0 AR [ENAXT GAE M IR 55 TRAMRUIE B0 T IR AN AP R PR AT RS, 45 R ansk
3 i, BAEMERR S5 AN RTCIE I 2 5 iR 25 e B (B 4, b=0576, p>0.05, R*=0.077). &% Hla
BRI R (R AR SS TN R RE % 2 38 UM BN A P = ANERE (B 1, b=0.409, p<0.05, R?
=0.097; #i% 2, b=0.404, p<0.05 R?*=0.064; #i# 3, b=0.381, p<0.05, R?*=0.048), /KEIAT
(R A2 J SR 35 S 2 IR 45 e % . (7Y 5, b=1.026, p<0.01, R?=0.215; #%! 6, b = 0.816,
p<0.01, R*=0.210; ##% 7, b=0545, p<0.01, R*=0.130). ¥ H2a. H2b. H2c. H3a. H3b 733
YRF, B H3e W A3 .

Table 3. Regression analysis of psychological pre-service recovery

3. SAEMEARSTRAN LB

e SGSRAFE BFAF ZTEHAF k455
EE BUM1 BMOM2  BMUM3  BUM4 O BMS  BiMe  BUH7 Bis
P51 0.557" 0.566" 0.220 1.077" 0.781 0.865" 1.035" 0.713
o -0.013 -0.014 0.017 -0.040  -0.033 -0.049  -0.050  -0.042
SR R 55 TR R 0.409" 0.404" 0.381" 0.576 0.204 0.369 0.406 0.200
ZERANF 1.026™ 0.745™
B AF 0.816™ 0.588™
ZHANT 0.545™  —0.060
R? 0.097 0.064 0.048 0.077 0.215 0.210 0.130 0.260
Adjusted R? 0.08 0.046 0.03 0.104 0.292 0.284 0.175 0.352
—2log likelihood 204.420° 178.084% 179.265° 194.913° 168.661°%
Cox & Snell R Square 0.077 0.215 0.21 0.13 0.26
Nagelkerke R Square 0.104 0.292 0.284 0.175 0.352
Note: N = 162; “p < 0.05; ""p < 0.01.
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P 5E 5000 Y E B KL, Bootstrap 7 M4 AN & 4 Bow, RAENEIR S TR BOE L 45 5 A 550 o
IR 4% 356 B 1 b A Rk R 2 2 2 1 (indlirect effect = 0.3047, CI = [0.0541, 0.9105], A4 0); SAEMERSS kb
ROB T FE 7 2 VR 2% 38 IR 45 3% 3% 1 b A 0N A2 S 3 1) (indlirect effect = 0.2376, CI =[0.0025, 0.6931],
AEE 0); FAEME MRS Pl b RO 1 58 B2~ 82 WV 9% Ik 55 3% 16 10 Hh A 280UREAS S 2 (indirect effect =
—0.0228, ClI=[-0.3443,0.2501], fu% 0). fBi% Hda. H4b 13 2I3CHF, ik Hac A3 HF -

Table 4. Mediation effect test
= 4. AWML

Effect 54 b7 {E BOOtSE Friftiz BootLLCI T [f BootLLCI _F R
=R 0.1998 0.4182 -0.6198 1.0194
P /NS QP 0.3047 0.2251 0.0541 0.9105
TR A A RN 0.2376 0.1768 0.0025 0.6931
LA QIS P -0.0228 0.1398 -0.3443 0.2501

4.2.2. YIRMERFTRAR BEAATMHEERFEE

AR SPSS22.0 HHEF AT, iz FH B 48 51 VA 431 1 75 3255 R 55 TR RO R i v 9l 2 AR 25 36 56 1) 3 808
RUBENAFAEA AR R A N RATIE L, B RW%E 5. W& 5 M4 RTLUEH, PFTERS
TN RO P 2 B 55 % 6 A 2 IO IR RO B (7 4, b = 1.116, p <0.01, R®=0.109), [R5 1% AR 4%
TR RO 285 SR Pt B IR I (7Y 1, b=0.37, p<0.01, R*=0.089), XFEFA T &EM
IE (B 2, b=0.536, p<0.01, R*=0.079), X3¢ HAFEA 5% IE R 3, b=0.06, ns.).
i H1by H2d. H2e f33I3CH, ik H2f G152 HF .

Y 8 o, TEMMAN =AM RG, Y5 AR S RN RO 9 2 ik 25 146 456 10 5 Ml A il 385 (A 2
8, b=0.706, n.s., R®=0.270), Hrfr, 45 FAFXIRSSEBRIE ML (D = 0.725, p < 0.01), FE5 A T4
IR FFEI (b = 0.530, p < 0.05), 28 H. AP0 il S5 #5200 A 2.3 (b = —0.028, n.s.). ik H4a. H4b
EISCHE, BB Hac BAEH RIS E.

Table 5. Regression analysis of tangible pre-service recovery
= 5. YR AR S TAM K= Y3 53 A

- RN EFEAT RHAYF k455
EE BOW1 B2 HUM3 B4 HUENS  Hoe  BUMT  Mms
P51 0.513™ 0.52" 0.184 1.044™ 0.786 0.845" 1.016" 0.724
e -0.01 -0.011 0.018 -0.033  -0.026 -0.046  —0.044  —0.037
5 M R 55 TR R R 0.37" 0.536" 0.06 1.116"  0.917" 0.827 1.145™ 0.706
P /NS 0.992" 0.725~
B AF 0.770™ 0.530"
RHANT 0.585"  -0.028
R? 0.089 0.079 0.018 0.109 0.236 0.224 0.167 0.270
Adjusted R? 0.071 0.062 -0.001 0.148 0.319 0.304 0.226 0.336
—2log likelihood 198.61* 173.804° 176.233° 187.811° 166.329°%
Cox & Snell R Square 0.109 0.236 0.224 0.167 0.27
Nagelkerke R Square 0.148 0.319 0.304 0.226 0.366

Note: N = 162; “p < 0.05; ""p < 0.01.
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eoE 5000 Yk E E i, Bootstrap 0T 45 AN 6 Son, WM IR 55 TR BOE I 45 B A TR Y 2
R 45 36 3 1) R A 28087 2 5 2 1) (indlirect effect = 0.2679, CI =[0.0193, 0.7689], A& 0); )i i AR 45 i kb
o L T2 7 2P 52 238 IR SS 1E BE (1 s A ROV 2 2 ¥ (indirect effect = 0.284, CI = [0.0026, 0.6973],
AELE 0): WIS R S5 TN RO I A8 B T 5% WY 9% 58 AR 55 3k B 0 TR A N AS B3 (indirect effect =
-0.0017, Cl=[-0.118,0.1375], % 0). FRREE X Hda. H4b 15215 RE, ik Hac WA 152150 FF .

Table 6. Mediation effect-tangible pre-service recovery

= 6. PAYRRLE - Bt

i 4 Effect M E BOOtSE #x1fEi% BootLLCI F[R BootLLCI F[K

BB 0.7058 0.4495 -0.1752 1.5869
e /NS QISP 0.2679 0.1915 0.0193 0.7689
ida /NN QI AP 0.284 0.1767 0.0026 0.6973
L EHA TR AN -0.0017 0.0595 -0.118 0.1375

5. GRS EN

ARSI T T AR YAT AR 55 25 A5 X — 1 3R s BB il S . e th B ST FU A, JfF i
BRSO 5] AR 55 IR RO RN T AT SR 28, B0 17 IR 95 TURM RO V8 2 3 IR 95 L B A IE
[ S LA RN A~ PN L (SR AT REF A P)E =& Z R AR

5.1. EBipIREk

ASCEATLUT AR TR 2B, B0E 7RSS WANRUI B, R 55 5 AR ST B4 R 55 TR R+
HEHBER), FE 7RG BN RS R . BB 00 T RS AR R ok A, RS Ttk
R TG 00— ol AT R, BAT AR R A B SO DM ST AR 55 35 A IR O BIF K 22 R 37E
FEAMBIAEL, BATWE T B X — W BUIR S FANRU SR (1, DRISEAR ST AR 13X — AU Fe B AN A2

B AR TR ORYERE (G5 R AT B AR, 325 1 AR S5 T0k i ] 5 7 i
P BRI AR, IR T REI AT ER KN 5. DMAERIBE T, AT BRI R N R
AN, DA A SRR 55 TN R S P 08 R BR T ARAT e, R AT ek A IR 550, e i 55 T
BB AT A PSS &, 37K TG AT B 1 & AIVE I .

W=, RUEWH MRS LR, QRBSERAE Sk, ik — Mk Br U B R IR 9 1
S, FE TR E AT AR T

5.2. IISCE N

ASCHA LT SEhRE X

FESE- AR RAT L, AR 555515 B Bt B RS )RR 3RATT A H R R0 . RSB Je s e, K
AT AR BUIR 55 AN RCAMELBERS S THI 1) P IR RE L, [ IR ] DA IE T 52 e 2 RO R 95 3 4%, AT S
DU B A7, WX —S5R A, S E ISl ASOVRUIRS LR R E# . EHZR AL TP A
ERE UL

B RIEE MRS TN IRAEAKWETE, BATIESE 1B (4 i 55 S AR L Bk T 2
PRSI () 4252 (R IR 55 FIANRL I SR B o NGESROKRTE Wk AR 5 TR R R R S o BRI, AR S5 3R
4TI € RV RE RIS, BIanE e dh B TR 46 . BbAh, MR S5 it tmr A% i 2 Je b i ik 55
ARG AREEAF AR R AR RS, ESERF RGN G R, X — AR SO BOREAT RN IRAE, (HIX
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W A BA AR R E R SER T

W, SRIUE AR A PRI MRS TAM . AR SCIESE TIRAIAF, JiH 2 45 RSP FIFE P AP IX
RYEFEAE 5N R 55 TRAN RN B3 i 55 L £ 2 T R A - iy k3 21 8 k52 3 v 7K1 R 21
NG IRAEE R EH R . X BRANSG T L BERAIIR, S5 IR A mT DRI S5 A7 I [A) O AN (7]
1) 58 AR K- (1 B 45 Tk R, G S e 3 30 43 e B AT RIS SOk — R, S AT 1 /N RIRTSRG SESE
dts V8 NS AR5 R % B 1 8 9 9 2 T O PR R R

W=, EARS AN R TSR, BRARIFRGIEZ B AR SER, EARYE
NIRHRHITERT T, 1 B R S 0 ) RS2 21 10 Al 55 25 52 -5 P AR T 9 e 25 A REEAT SR IBG, BTz 0 /A
A H AT AR KRR FE RO FEN 5 B2 IR 95 i) B (A P o AR X — Soman L, 8T TIRS5 N IR 7 AR SN
SRR NGB A SALG WM SEBL R K RIS Ao 53 G 2 R TR B 3 (2 S A 1A 1Y)
—UBEER, TG BRI P R E, (R 2 E R IR L, R PEARSESEL

6. fIB/RSAKRE

A FCBAFAE—EHIAL

B, FEBHRTNE L, WERSERIR BRI -INEN AT, EREM R X TR,
IR H S B, IAEARIOBT T, AR SR 7 U B ECR B Si 5, RE ek
PR 3 1t S B RR A SN, AT R S 25 18 A VB 1

B, ARG B, BTSRRI TR, A BCE AN R KT B B AR 55 TR R
LA R SR i 55 AU AL A S M B 2 ik 3 . AEAROR W e b, wT it — DA FUAS R KT AN [ iR 55
FIAN RS 2[5 1 VL BC R A 15 2 i SR AS— A 52
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