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Effect of interpersonal justice on service recovery

Motoko HONDA-HOWARD, Asami TAKESHIMA, Anna TOMITA,
Reiko HARADA and Kaori WATANABE

Service recovery from post-purchase complaints is an important issue in the risk management of a firm for
avoiding low satisfaction and loss of customers. Much of the service recovery research has set a high value on
social justice. We considered that the perception of interpersonal fairness is also very important in complaint
situations. We predicted that it would have an effect on the perception of procedural and distributive justice.
To investigate the effect of interpersonal fairness in complaint situations, we conducted a scenario experiment.
University students (N=198, 100 women and 98 men) responded to a survey questionnaire after reading
scenarios about complaint situations at an electrical goods store. Two independent variables were manipulated
in the scenarios: (1) non-verbal appropriateness and (2) verbal politeness of a customer service person.
Results indicated that both independent variables had an effect on the perception of interpersonal fairness.
Moreover, the perception of interpersonal fairness had a significant effect on the perception of informational

fairness, perception of procedural justice, and the perception of distributive justice.
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