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TRbhb TR BONITENLENI ZER, WEEHET DL 0D DTHD (Oliver 1977, 1980;
Cadotte, Woodruff, and Jenkins 1987; Oliver and DeSarbo 1988; Oliver, Balakrishnan, and Berry 1994) ,

AR -8RI, <NV == a v Bldhbd, ZORT, bEANLRZ A TOHRER
— P, TR & TR 0ETHD TR—%) 2RO —DOREERICHE LI RET
JVC & % (Cadotte, Woodruff, and Jenkins 1987; Oliver and DeSarbo 1988; Oliver and Balakrishnan, and Barry 1994) ,

M) bMEZEENICHET2ERO 1 > TH D L EETHHIEE LIFIET D (Oliver 1977,
1980; Swan and Trawick 1981; Bearden and Teel 1983; Westbrook and Reilly 1983; Westbrook 1987; Oliver and De-
Sarbo 1988), Oliver (1977, 1980) 23im U2 Z &i2iE, Z O EEDGmIMLIE, FLRHEGRICRD Sh
% (Sherif 1963), [FM{bxtELERGR A B T, BRSNS WIGE, A—Ev/hS T, ks
AT, WL, FA—ERRETE, JFHEPELDEBEZX LMD (Anderson 1973), T %, Xtk
0, WIENOAR—EAE N L THRICL b SNIMBHR L LTERDIOICH LT, Rk, #
R R~DEBENRL LTERD E WD,

MR — SRR, BORD D R~ D EER R EMARIAATZANY 2= 5 VB IFET D (Swan
and Trawick 1981; Churchill and Surprenant 1982; Wilton and Tse 1983; Oliver and DeSarbo 1988; Tse and Wilton
1988), FEMNIEEZICHELITM L2 AMECHL Z LE2F2 L, 20X ) RERITAART
H5H9,

(2) —E AR BE 9 D i E R R

KOMDONY T—2a URHDHITHE0D BT, WA — SR O i RN T — B LT T4F)
ThHhoHrOZx LT, [Hff) DA OKEELFOMEREERET Vb H D, EF 1%, %5
LZ Wi HAED 1 > THh D, ZOMEE, IS, MoFEL OLBICBIT2ATE, WYX,
HOLWIHIGLIDESGDZ L THY, HEETIBEDFETHLIBE S HNITRZEDFIET



HOIHELHY, MAOHELHNITEMADOEELHY, ATHLILAELATRVEAELH D]
(Homans 1961, p. 235) & EFe 34, Adams (1963) 125 » CHeEHEL L TS b a7z, B oFsE
B & 88 L 72 Oliver and Swan (1989) 3, BEMN K- M2 T & U TRIENICESR
L, Tha¥—EAMREWB L THEETERT 2 L5 RIEEEREZET ML LT, HBONER
T2 ENTE, RPN BE NI o T B A o 75 A, L — E AR O R B LU,
ZND 2RO ER TS, WIS, MRPBEN I ST E %2 TR 7256, ey —v
ARBEOR BB LY, ThPZITHRDOEEWIFENE NS,
(3) P—E R RICET 2 S EILBAEET L

BEOLBIEENMEN SND LFRTLIMELDH D, 2O LD RELHEHLEIALEET VT, Sigy
(1984) (2L > THEET VOETRBINTHE, BADDOIEHIC L - T, FEiEHHT 28 EM S
T 5 (e.g., Tse and Wilson 1988; Oliver and DeSarbo, 1988) , & 4L 5 DHFFEE D H1-C, Tse and Wilton (1988)
X, bR THIRE ) NESENZ2EOHRBREERNTHL Z L, BIW, WnlH— XD RN

EKUET B DIREA AT LI i TH 2 TR BNMBENLRAOHMEREERTHDH 2 &
%% L7=—7J7, Oliver and DeSarbo (1988) 1%, Fifkod [H#if%) & [ F) o 2 8E&2, WIhd
EEMREOMERERERNTHL Z 2RI L TN5,
@ =R UBANY =3I T 2 W — B

AR — BB L, P— R T DR DR EER ZH#HEG T 2 E TR —RNRET L TH

WZRLT, =R - UIANY —ZHTHWMBEOREEREZHE T2 LTIE, 5 &1EF%

R, WA B A Ve — R - DN Y —FSEE, MxtcE D TH Y, Zodmbie
BEFIIES, ZOR¥ED, TV PTAOHEAR—RET VO —E2EIAET D 2 LIZ L LT
BOT, HIHNHRICKITADOEEDL % FH L72 D (Hess, Ganesan and Klein 2003), "R —H A3 i
RBIZKFTIEOEBOLEZ R L0 35128 F > T % (Smith, Bolton, and Wagner 1999; Smith and
Bolton 2002), HIFfFAR—EIGmAZ AW TH —E R « U AANY =T omEEHMAL LS &T252
WO ORBEFZEIT VTG, OB & AR —EEHmOm T 2 N Tn2I2b b b9, ]
FEAR— B GR O MR & BRI AA A TV R WERIZH D, 7272 L, %387 % Andreassen (2000)
X, R R — B 2 VDT — B RIS D ORI & 3 A T X T BEFIFZE O R L & SE 4RI
AR BT, =R« YN =TT 28I L R D, TOWMEDROAR—EEZN LT
TR KIETHELE, WERRIETRBRLLCRET I LIk LTy, =R U AAY
—IZEC BT 2R — B R OB KIEITE E > TV D (of, B 2005),

6) B—r R+ YA AU =il ICBE T B R

Y= R UAANY —ZHT D0 EDOREELRN LM ET S0 08w L LT, AR —BBim
L0 -0, L UAEEHERTHD (cf, B 2005), %< OBEFEHENZRL TEZ L
i, P ERAORBA SO EDINT, RUCER L TW 220 o — &2l H 7= b



WEZ LA T2 — B AKME~DEE N2 SR, $70bh, BN ER Sz, h—e = -
U 330 —{ifi 2 1E® Y (Goodwin and Ross 1992), & HIZ, MmO IFEH - HIL, HFE L
IMEE 3 oD, Thbb IGEMAIE], [FHRIOAE], BIO HAEHBAIE] (25
THZEIZL T, WP ZIEIR L7z (e.g., Smith, Bolton, and Wagner 1999; f#G 2007),

LrL, WRZZOXR S RAMETIEEL TS, BEERmOLEZ#ER L TE, @EFO—E
AKEFECEETERDPSTLLDITY—E R - UBANY =R LT RmAH 50, HfFEr#Ex 5
FEITEEE L2720, ZOREENRLEOND, LW KIRBREHMT S22 L TERL,
Thwz, oLy, = A - UIANY —fEOBEER /G 5120%, 2 ELEIETE
ETAPMETHLILEEZOLNDTHA I,

6) =t A+ UAANY =il RICET 2L EILBAEET L

Andreassen (2000) 1%, U Y —CRTHHIFLEHREDA—HEZN L THBICKITTHEL,
WENRIETHEOM G 2, LG LT A Z2IE L, 103, B R —BEmS TR 5
THIRE) &) LR e &) TR s mme 3% T &) FEi R 2 O e kF >, L Ll
WETNVEBEL LS LRLTVWDLMNTELDOTHD, L, HOET ML, HFR—K
BEERIZ DWW CIETERRIE THAAAL TWS DT LT, MHREEERIC DWW TIIRERZRE T L2
ATV R, T2b5, %, ) Ewoiaz, PRIk o nTh—ex Y
TR — R T D BE O TIE e <, U AN Y —DFE L RO OR—FKD = & &t
LTHEALTRY, fiEo, REEE W BEKRTO M) &%, BYOET /VIHARAIAALT
WR2WDTH D,

3. KER

(1) BIFRFR—BURE
WG, IR — B & R O I 5 2 IS RIS AGA A TS R BE BN T TV,

bbb, TH—t 2 U —OHRHEER—HET V] ZRET D,

T, WA —EHHERANTH—ER - U INY —RE~OBREEREHEDL LW T T r—
FIE, AR L7z & B0, O OBEFFHFIEIC K o THEFEZF TV 5 (e.g., Andreassen 2000, H45 2005)
VAN =R E LR 723581E, F0EST TH/RA—%) & LTEBRCHREIND T
&4 5 (Smith, Bolton, and Wagner 1999; Andreassen 2000), Andreassen (2000) (%, ¥ —E & « U B Y
—RICOWT, P —ERERIZONT L RRIZ, BifFERROES TH DHFR B Y N
ViR ICEDRBEERIET LN 2 &, BXY, VANV =R Y —fi e I E R 7R
EQOFBEZRIFT LN e RETZEITKIIL TS, B LT, LN EZRET 5,

i 1 W5, WA —Eice LT, A0REL KITT,



Ak 2 pRE, IR —BiCx LT, EO#EEE KIET,
B 3 R AR—E0E, YUY =Rk LT, EDRELRITT,
W& 4 AT, VA ANY —RICx LT, EoREERIET,

(2) M5 F- AR — Rt

=R« YWY —BOY—EZKHER, $—EZADKMMPET TWRWIGEE D@D
—EAKEE TE S TEINDR, +HCEEIT 5138 DORE S THIUE, PR8I TAmE
ED LD, FOMEITHFEICKE W (FRbb, 0 ILEVMEIZR 5) TH A 9 (Goodwin and Ross 1992) ,
ZOEI R —RAZBNTE, =R - DAY —H%OY— B RAKAER, WERFOP—E AK
ENHBRELS TERISTWD I —RIZHAT, —ER - UIANY =T HmEIERENEE X
bitd, EHIT, B—ER - UANY =D —ERKER, F—EZXDRMMNEL TWRNE
BOBERKOF— A KEE EEHIEE, U AU —fENFoICRE TR, THER—5) X
EENSORKRENTHAS, TOLIRTF—AZBNTEL, ZOF—ER - U/ —|Z%T D
RIF—BREVWEBZZ 5N D, FHE, Andreassen (2000) 1L, H—t A - U Y —DREWIZE
T, BER U AN =R IEOREBE RIET NI 22 AL, M LT, BLNOEGE
T 5,

W& s HFE, PRSI LT, ADREL RITT,
i 6 VB ANY—pRIT, R AR Bk LT, EOREE KT,

it 7 BREAR—EE, VAU =R LT, E0REE RIFT,

PLRICHRE SRR, M2 BRI S TWD,



R —2 H3 ()

Y H Y —
i

H7 (+)
95— 5

H5 ()

2 MR — 5T 7L

4. SEZFESHT

() T— XN
FRMORKPECEMELRREAT DL EICL-C, T2 E2WE L, BEHICE, £, ¥

—bERECRIERAELEEEBICL DT 77 v FaBET 2 Lok, wIZ, FEE DT
WEDOT 7Ty FOFEMERNHESZ X1, TIZVF U MBI, 77350 b
R o7 )Es, BEBARICESTxS, BLW, TOT7 77y Mt 28EBOxRICD
WCHRRZELSATRRT 2 L oKD, 2ok, HEFIL, 207772 MIRT 28K
BROZOT 7 o7 v MIRT 28EBOXISICET 2BEMICEE T 5 K 5Kk, BARENO
RPEFIENSY T VM LTz, T3 7 A NICEREIE 20 LIS IC BV T —E 20
KA L, TORICEEENOGT—ERA - UAINY —2Z T eR3HD ERE L2154
DFED I L, HRIEEEIL 214 (99.5%) Thoiz,
(2) WERE

ATFICB W CRRE SN IS TR ET Y v ZICkIEd 5720, EMZEOERICEL
T, =R« U RNY —DBEFFRIC L - THRBEENTZEROMERELHRE LT, —F
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4 AR Y IARY —fE (+) 0.29 (t=1.80)°
F 5 MR —8 (—) —0.14 (t=-2.49)°
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Service Firm Behavior for Failure Compensation and
Customer Satisfaction

Takahiro Chiba

<Abstract>

Service recovery researchers have provided paradoxical findings due to different comparison standards, equity and
expectation. It may be that the final service level after recovery is lower than the ordinary level without failure but
higher than the level expected before recovery. In this case, customers may be dissatisfied based on the equity theory,
but satisfied based on the expectancy disconfirmation theory. To consider both theories, this study developed the equi-

ty-expectancy disconfirmation model. The results of the structural equation modeling supported the proposed model.

<Keywords>
Service Failure, Service Recovery, Satisfaction, Disconfirmation, Expectation, Equity, Justice, Structural Equation

Modeling
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