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The study on the role of employees’ authenticity
during service recovery
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Abstract Any enterprises cannot be free from service failure because of service attribute. Thus, the effort to
recover from service failure properly has an important meaning. This study emphasizes on the need of effort of
service recovery and distinguishes the operant situation of service failure into severity and controllability. At this
moment in time, this study wants to verify the role of the effect of justice awareness on trust and satisfaction
and adjustment role of employees’ authenticity. An object of his study was 206 people who complained about
service and this study analyzed their questionnaires by using SPSS, AMOS. To sum up, First, this study result
shows that the seriousness of service failure has a negative effect on justice and only controllability has a
negative effect on justice. Second, this study result shows that justice awareness has a positive effect on trust
and satisfaction and that recovered trust has a positive effect on satisfaction. Third, authenticity has regulation
effect on the structural relationship of severity, controllability, trust and satisfaction. Based on such result, this
study presented suggestive point and suggested future study.
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[Table 1] Identified Factors Analysis of Measurement

[Table 2] Inter-Construct Correlations

Model Analysis Scale Inter-Construct Correlations
Standar - 1 2 3 4 5
Variable EL |dized F.| SE | CR | SMC | OE Severity 1.00
- Controllability 'gg 1.00
1 |1000"| 796 - -] 633 | 447 (065)
-095 | -221
Severit 2 |1016| 771 | 095 |10.733| 595 | .543 sti X
everity Justice (070) | (065) 1.00
3 955 | 831 | .085 [11.186| .690 | 317
_ Trust ~180 | -116 | 617 |
ot 1 |10007| 738 - - | 544 | 567 S 057 | os1) | (075) .
ontro
ability 4 | 1.166| 908 | 091 |12.843| .824 | .197 Sutistuotion | 250 | 193 | et | g2 [
5 1.100| 918 | 085 |12.886| .842 | .154 (.059) | (052) | (077) | (.069) ’
7 1.000°| 872 - - 761 | 316
Construct |- c1n 1 236 | 776 | 721 | 687
Justice | 8 | 1.023| 927 | 055 |18.585| .859 | .173 Reliability
9 994 | 882 | .058 [17.205| 777 | 284 AVE 94 | 706 | 756 | 681 | 639
2 1.000"| .823 - - 677 | 297
. 3 |1.137| .855 | .080 |14.290| .732 | 295 4.3 7Md A=
Tust
4 1.051 | .821 .078 (13.504| .674 | .332 [Table 3] Aotmelo] oyt q_ HEA 2] mEo] 2%
6 1.013‘ 804 | 077 |13.114] .647 | 349 2 Azfolc}. zﬂo}gﬁ,g P g les E
3 10007 .784 - - | 614 | 388 AEE HejEL Hom *—{% olck. A A 02 ¢
o 4 | 1L101| 820 | .088 |12.487| .672 | .366
Satisfact 2= 133.088, df=112, p=0.085, GFI=0.931, AGFI=0.905,
ion 5 |1136| .836 | .089 12785 .699 | .343
CFI=0.991, RMR=0.063, RMSEA=0.030, NFI=.945,
6 |1028| 796 | 085 |12.062| .634 | 377 .
IFI=0.9912] 2|2 vFehyic.
X3=133.616, df=109, p=0.055, GFI=0.931,
Model - Fit AGFI=0.903, CFI=0.989, RMR=0.040, o )
RMSEA=0.033, NFI=.945, IFI=0.989 [Table 3] Statistic Results of the Hypothesis
Hypothesis SSRRW| R W CR. P
Severity =
E3F mele eisly] 93 AutAel Hdbe =20 Justice -026 -031 -300 764
7128 7)1 2538 R]4x(Goodness of Fit Index: GFI), =74 JCHOST:itzzllabﬂity = o3 235 | 2575 | 010°
71223 A 4>(Adjusted Good of Fit Index: AGFI), H|nL
H5}|2x(Comparative Fit Index: CFI), ZEH3}x]< JT‘;itsltce nd 617 491 8507 | .000™
(Incremental Fit Index: IF)+= 0.90]A}, ZEAHA|HH A& Tustics =
—L(Root Mean Square Residual: RMR)-2 0.050]3}, ¥4 Satisfaction 219 175 3.041 | .002
ZFH2H 2 2H(Root Mean Square Error of Approximation: Trust = "
) o 648 648 7.626 | .000
RMSEA)= 0.080]5}2 H11 Qi & ¢I519] GFI, AGFI, Satisfaction
CF1, IF1Q] R|FEZFE HIE 7|&7k¢] 0.90]4 0 &2 L]-E]-LP X'=133.088, df=112, p=0.085,
GFI=0.931, AGFI=0.905, CFI=0.991
F A 7|EZ7 =Ko} = CFi > > >
11, RMRY} RMSEAZ) | 7|&ZHAo| Holsl= 2= Model - Fit RMR=0.063, RMSEA=0.030,
EOIJ_ )k NFI=.945, IFI=0.991
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[Table 4] Moderating Analysis

High group Low group
Path Authenticity Authenticity
CV | CR p C.V | CR p
Severity = 2274|2009 | 036" | 256 |2228| 026"
Justice
Controllability = | 1001 1559|119 | -105 | -968| 333
Justice
Justice = 579 | 5033 | 000" | 465 |4313|.000"
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Tm.St -' 233 | 2.000 | 046" | .199 |2.241| 025"
Satisfaction

Moderating Result DF=4, CMIN=14.774, p=.005

X’=259.732, df=214, p=0.018, GFI=0.877,

AGFI=0.824, CFI=0.978, RMR=0.135,

RMSEA=0.032, NFI=.890, IFI=0.979

Model - Fit X3=244958 df=210, p=0.049, GFI=0.884,

(Non-constrainedm | AGFI=0.831, CFI=0.983, RMR=0.090,
ode) RMSEA=0.029, NFI=.896, IFI=0.984

Model - Fit
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2
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