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A Study of Relationship Among Hotel Service
Recovery Strategies, Guest Perceived Justice

and Guest Satisfaction with Service Recovery
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Abstract

The purpose of this research was to study the relationship of hotel service
recovery strategies, guest perceived justice and guest satisfaction with service
recovery. The mediating effect of perceived justice on the relationship between
service recovery strategies and service recovery satisfaction was also examined.
This study was a survey research. Traditional and online questionnaires were
used in collecting data from a sample of 400 hotel guests who had experience
with service failures during their stay at hotels in Bangkok and had experience
with the service recovery. The data were analyzed in forms of percentage, mean,
standard deviation. The partial least squares method and the Sobel’s Test were
used to test the hypothesized relationship in the structural equation model.

The results of hypothesis testing from the structural equation model
showed that the service recovery strategies had a positive relationship with service
recovery satisfaction and perceived justice. The perceived justice had a positive
relationship with the service recovery satisfaction. In addition, the perceived
justice also mediated the relationship between the service recovery strategies
and the service recovery satisfaction. When the coefficient obtained from the
estimation was used to calculate the indirect effect on the overall effect, it was
found that perceived justice partially mediated the service recovery satisfaction.
Keywords: Service Recovery Strategies Perceived Justice Service Recovery

Satisfaction
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Tumsdseuuinisldednsiissavsuatin lesaniigndegluszuunsdweuuinng
Tunanudefutude wazannsiudesldldvesuiniseglussduiigininduddy
vhlsigfldu3nnsenavziuifenuainlunisliuinslussduiimniissfugaamn
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Zeithaml & Berry, 1985; Kelley & Davis, 1994)
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audndundn wazunsdaRedosiuiaiuduasuinisvedsausy il nsliuinag
uiliEmlAlasuUIMsTauy seifuiBusududdanusfuen duisimmiends
ideannnsiglivinisiilineleludeunnsomdenuiianainvesnisuinisas
aufiunsuensialudeau (Gronroos, 1988; Lovelock, 2004) UAANSITUAYBINITUINNT
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sosnelivesgsiald :nauidewandiiuiinisagydeandi 5% e1aviibinnlsanasd
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nagnsn1sWUYUINT (Service Recovery: SR)

NAgNSNITAUNUIAIT yUeda NINTEYINNBIANTYIMEIRINARAILAUMAT
Tunisliusnisiednuiauduiusnanugldusn1T (Gronroos, 1988; McCollough
et al., 2000; Wirtz, Chew & Lovelock, 2012) 210n15ANYITI815990049
Mostafa et al. (2015) landafianagnsnisiuyuinis Al
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m3suiaantusssu (Perceived Justice: PJ)
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9nnsEUIuMsHuuInig Taenquinrugisssutulszneude 3 ssdusznou
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mmﬁﬂwﬂﬂum’iﬂuw‘j‘lﬁmi (Service Recovery Satisfaction: RS)
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Auiisnelalunisiuu3nig (Service Recovery Satisfaction) @uluensualideuan

% & vee o & Ao a Y o
vasgnAnaziduauidnduilunauiannmsuiledymnaniunisiaegliuinig
(Kuo & Wu, 2011) aafisnalalunisituyluinisiulianuuansiaainanuianelaves
AlusN1sNN1slasuUIMIASIuIN ernaiianelalunisitunuinns vinedis Anuiianela
YaugnANilsauInisses (Msdndunisuily) BesiliunsiagdliusnmsnidnisTivinig
aumaINUIMIvan awibiglduinsiaenulifisnely vinldesdinisiuyuinig
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ieviagylvianulinelavesgnainaulunaniusvasmnuiisnala
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nagldlun1sfinwassil Ussnauludmedudsiseludl

147



KBS JOURN/L

213 IUIMITINUasNIVYT ananerdeveuunu

Vol. 5 No. 3 September - December 2021

v Y
ﬂTa"i'UEﬂ'ﬂmﬂuﬁ‘i‘iil

(Perceived Justice)

o - = =
ﬂaqmmsiﬁmjmms mquwaclﬂumﬁﬁm;jmmﬁ

v

(Service Recovery Strategies) (Service Recovery Satisfaction)
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5AAUNN5IY

suAfedIunsidedaiina (Quantitative Research) Tuguiuunsise
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n1siunuInIg naudied1slunsdnwiasal lamvunvuinvesnqueiiegnelagly
gnslinsurwindiegives ddlu Aekakul (2009) nsdlillinsudndiuvesussving
%38 P = 0.5 3nn3Annaidsle 384 au avanunsauszanaanle lnedianuaainingou
ldifiudesas 5 o seAuAUWelL 95 % weAduasaInlunIsUsTIUNaLAS
nsiaTgvdeya Jldvuinngustegieiavan 400 dreg1e Fedeladnniuinue
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1) fuUsiu Usenaumne ﬂaqwémiﬁuyjﬁmi (Msvawedemauuny nsuiludym
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2) rusaeinu Usznausme mssuianudusssu (mnadusssulunmsldsunanounni
Aaadusssulunszuiunis wazanudusssnlunisfufduiussznineiu)
3) fuUsnnu Usenaunig mmﬁqwahlumiﬁuwuﬂ%mi insAdeUANNAZIY
\a8udu (Confirmatory Analysis) jUwuun1siailu Reflective lngldunsinves
Likert Scale 5 sgdiu Men1TiATIElunaaun1slATIase (Structural Equation
Modeling: SEM) Imaﬁ%ﬁwé’qaaaﬁaaﬁqmmamuﬁa Partial Least Squares Technique
(PLS-SEM) wag Sobel’s Test Tunsnaaeuauusgiu

NIINARDULAIDILD
MyinAUeIuYesuUasUnM (Reliability) U1l UU@BUD NN UAIATIVERU
v o =3 v v 1 Aa o v

eI lunegsuiuteya (Pre-Test) Aunguussinsniianwazlng
a o Y i = vy @ a{' =~ 5 Y a
Wesdungudiegna delawn yaaaniluiwedivszaunisallunisldusnislsusy
Tungamnumuasitalinguatagne 91uiu 30 ga teasisgeuaudulsie
LazANANYINYRITOANIY 1NA1TILULARUINTNINIAIANT B
Yaawvvdauawngale 0.979 Fuluaeansuld lneiaweoanlitesnin 0.7
Fanaduminuausule (Hair et al, 2006: 137) wazA1 Corrected Item-Total
Correlation vadwsaztorauileuinnd 0.3 wWuiiu (Field, 2005) fedu 33e3alula
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AIdelavinsiATIEiaNesuldasaieieisnTinTeiesAUseney
Wegudu (Confirmatory Factor Analysis) 1Agfs39@0UAINUATIRUUTINAUE
(Convergent Validity) #an153sA51g4i Yaganudn AesAusenaun1ngg u (Standardized
Factor Loading) vatusasiuusdunslédiaunnnit 0.5 anuuusunufiadaldiade
(Average Variance Extracted) vudaziuuswhifnunnndy 0.5 way Aanuiies
WelAs9a313 (Construct Reliability) UasiaazAanUsursiiaiannna 0.7

saanidlunsinszideya

Slemursuuuasuasildinsmumndieinsud Jdsimsnsiaaeumiugndos
uazANEY salveaLUuaeua Inedeyafianysaiidiuau 400 ¥a thavinesideya
Tnelilusunsudfagudaiinnsliadinsehidanssaundsdl dA¥osay (Percentage)
Aadsiaadn (Arthmetic Mean) LLazmuLﬁmwumm@;m (Standard Deviation) W&
Tumsinnesiadideyunuinunadiiidnmsinnesiunaaunisiassans (Structural
Fquation Modeling: SEM) Iﬂ&%%ﬁ’]ﬁﬂﬁ@ﬂﬁ@ﬂﬁ@@UNd’au‘vﬁa Partial Least Squares
Technique (PLS-SEM) &g Sobel’s Test Tunsnaaeuauuigiu

a o
NAN13798

HaN15ITuAST JIdelansiraeudeyaninugnies Feluuuaaununil
Anuanysaikaznltlumiwsgsiladnnu 400 degsastnadnsnlaudas e
wasUszanana lnenanisasudeyavasgnounuuasunuanlvg dumnands 9301
18 - 30 U sgaunsAneUsansuasiisnelaaedeiaou 15,001 — 30,000 U
Tuduveangngsulunislduinislssisy wud dulugiinsldvinislsssulaaiagie
1 -5 A5990U 52eenalunsINNLAgLRAY 2 AU S1IANTRINN 1,501 — 3,000 U bay
= = Y v v ¥ < ]
fnsidenltvesinuszinvvisanasgululsedn

N13M32HBUKUUIIARINTTIA (Measurement Model) #a8n153ATIENR
29AUSZNOUWSBUIU (Confirmatory Factor Analysis)

N13ATIVHBURVUTIABINTTIA AEN1TIATIEReAUsEnautetudy 1ngld
Aafafiliinannmues PLS-SEM Tulinsgiananilsansadaaiion (Convergent
Validity) vewnasnild iiteuandiidiuin adSnanuisa Tashuusuradeatuls wut
i Loading ifiesiinn 0.5 0¢) 1 4a Fdldvinsindemandeiioonanaunislassats
fdlumsiaduvsuds uenandusudsluaunislassadaniifivdolien Loading
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funnnin 0.5 wawiifuddnymisadiinnen d1 Cronbach’s O AildiEAmNNNGY 0.7 Fafle
Huenflveusuld A1 Average Variance Extract (AVE) vosusiaziudsusadianunnns
71 0.50 Baduen AVE flseusuls Ao 1nnin 0.50 uazA1 Composite Reliability (CR)
AT 0.60 eAn CR fiwausulde unnin 0.60 wagliinasiiu 0.95

A15197 1 HANISIASIENAULNLIRTIBI9WUA (Discriminant Validity) 1ag3%

Fornell - Larcker Criterion

Cross Construct Correlation

Construct AVE CR R®
SR PJ RS
SR 0.510 0.966 N/A 0.714
PJ 0.565 0.939 0.646 0.804 0.752
RS 0.712 0.945 0.582 0.708 0.737 0.844

a519fl 2 wanIsIATIZRALiBInsadesuun (Discriminant Validity) Tng3s
Heterotrait - Monotrait Ratio of Correlations (HTMT)

5 HTMT
Construct AVE CR R
SR PJ RS
SR 0.510 0.966 N/A
PJ 0.565 0.939 0.646 0.844
RS 0.712 0.945 0.582 0.745 0.788

Tumseseiaufiomsadasiwun Discriminant Validity) veafiuUsuss
I8l suUsulsdduiiaadunsiased 9nansedt 1 Sunuiiflanduiusves SR
uay PJ fimndnnasgiudnies Ssmnuifissnsadesiuun Wudvdvsdinmnesiaves
Tassadanils (Construct) fulassadredudosuenunaniudsionsanldtsseausail
Sondatomanuiussiuiaudsurls TussrudemaudesanunuazBoas serusuys
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