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Figure 1 Classification of Trust Repair Strategy



54 B BB (Jounal of Management Science) 2010 #£4 H
&5 Jr=
lﬂﬁi
AR e —
> ——  mEfEHE ot SR
LW B AG
St gy EHfGEES
bk & 4%
EilifioareZk an
2 RigRy

Figure 2 Conceptual Model

M A AR B Sk, T B B G S 4 0 B, S A B
X ERETE,. AR NE AR EHEHR
7% 25 2 8 P 1 A U, AR e O BRI R, R
R ETHTm, A ERBGREZEN T3, M
RUZEMEDNMHFELE., B2, RUEILANE
REGLF, FESBRMERHKR™ .

WHMABMAN LR - FARER, 2S5
INSPNE DN T PSR PR S R N R
HE L BfE A FE A T, (HR A FRI
LARF AT TR Sl TR X R 8 i
Fih S5 RE R A . A 5K I Mischel %
B9 CAPS Blip ( B~ B9 A K5 28 G2 A Wi 5 50 30 35 558
REFHENZEEM) ANHERENFEERZA D
HATHEREW, BAREAFENAESABERKYEH
Kban B BmREm™ .
2.5 MW

SOOI S R W X 7 I A ORI e, S BOM X A
E A R AT A o IR 7 B S b R R B R
M. MWZEHEXRFER . FEBRED MDA
fEMAX . AR THRREEREGE, 5% W
BT R R ﬁt%ﬁﬁfﬂ‘%i‘le‘E AEEXR
SR EEEANI R — " &R R . X2 B
DRI HRED R 7= A B, 00 86 B B0 5 3O T A
A& . HBEK, KA 0 ERASHN
A G AR IE B AR AR R AR AR

3 BHRE

AMFRREH L CMELVBREREEENE S
FREEWMBRERN BEHFAMKRES LR, E
MERRATZE GEELEPAMEE,LE2
3.1 NBiEEES

— BRI\ RNEGEET RAR, BEHEE
R E AR o R IE TR R A B
M reE, cREAIEENREN S ZHEENH
L HmMMERFE. BBRNEBRSSIEZEFNRE
WP REELFEEMRTHSE T, AMkS
MYEARAHEESHEERFSAOEEEED

MFHEERNM REN —FRIE, LRET I8
FEWAEE, BB e SR ML E,
RLF F 32 Oy o X S0 ¥R 2 0 5 % 3o 45 7 B9 O A

HEMUTHMEKRKRE, 5 THERA MR @R
B CEFN I EHETRHARKE—ERENE
(7, R AR .

H BEHTALRAHEEENVHREBEE,
32 GREEBE

MR EEREREZE, ATEEIEN ST
REFRE, ERENIBS  ZEFEHA T X
B 77 B9 IE T A9, A0 SR X BB 65 4R oK B9 AT 8 BT IE
5%, I 2% = W BUEAE R IE [ EF .

JEEERAT AR 55 8 & )5 09 IE T 0 B A i
WS, LR R, TR B 2 1k 32 F J7 A9 I T H 52
e mERTFHE. WRIRERFEEEL
BZIEMIT R, 8t & B — WEIE I 5 07 Z 61 9 %
720, AT A5 28 3 — 2 1 IE R, WU R
ReMRRER REATRENLLEHBNES
AR B

H BMRSHEEHERENESEEREE,

33 EEEINPNTER

AR T AR A & O R R TR
W RN T BRI A, HR XA K R BN AR
BT FEBEELAFTNILIRHS S,
& 5 U7 AR B & R i 3% X 6 07 B | B A IE
HHBA MEBEGEFRSANEAEREREX SR
SE X T B MR AE AR L B R RR .

H;,, JE# . E#H + REEIYHEEGEEREE
ERE W)L EWEE;

H, HE#K.EMK+ RiEEIHBREERERS
E P ESEEREE;

Hy,, E#.E#H + REELEEZERFERESH
EEMEEERER;

Hy E#H.E¥M+ REEALFZEERERSE
EEEHESEEWEE;

H, BEdEdEEREFEEFSREL MG S
EWEE;

Hy JRURES S & EERGER S B EY
EWEE,

34 DB

AP FTAE TR A AR AR, E R
i, RER—MARER, 8P ABLHLLRD
MR . REH R L R IR

S W) J& 2k



2

o IE RS < 2 T (B b2 0 1 B (R AR B ST 35

FpL,ERENVKTHERET T HRELHRI
29 BEE e AW, AT A TE R 7 S M R
G RESMVATRSKETRE, EEHIH 2K
Y. RMIERAE Y A, R R

H,, 6060150 A i , 9 0 2 W 8 PR 3R

H, SAMGEERR,ERERRE®RE,

4 MRABE
4.1 Wik

VRO B R T A 0 I B R, RO B A IR O
— BT R KRB M ELRZESL, A
R G, EEREHFIRZ 4, B REZ
o R EE ., WAL EM120 fH %, B £
T 4 A () 45 F0 AR 48 56 1) 00 ) by A5 B R O AE 45 R B9 [A)
W (B %A 588 {5, B 2K a4 [ i 3673, 333% ,
AANZEEBETEFWHARENR, RERBT6 73
-
4.2 Wit

FR2<2ARFERIH, AR 1 ABEFRX,
SrAERKCER - REPANRY BTER 2 FERE,
SR AR (R B AR ) P GHOIR (R A ) B
KF. HAERNEWNEE, ik EIL o 02 & b 28
KV, BRHEREHA19 ZHi,
43 SLRER

XEMB G AR EL T RAMmAE RS RS, &
EXMABEEEFNDER, F BRI TEHOPEMN G
575 CBIGHE 3k R0 8K+ &) K B B A R R
( B b 4 A8 AR A AR A0S ) -
44 XBRTR

BECAH MBI RE, I XREFHEAT
TR R . 1515 & 0 I &t R A Mayer 55 1) 8 &
HEESMIEERSEE SRR, TR E M f W &
SR Al Mullet 25 f 95 200451 1 fit 261, 3 W 8 B8 9 0 it
K A Seiders % (i E W B B At %™, WRA T A Lik-
et it W RBWIAFE, 1 AAEE,7T VEE,

5 HRER

XAHEEFR, Y AR IRT AV LB FEER
& T AWK EERERS, RPA RV REMWEE,
SRT AN ERGHEGE.SIT AGEEHEHGBER
&, RPB AHEEEEWEIR, FO N T84 ), IRTJIT,
RPA SRT.SIT .RPB # FO f) Cronbach’s o« % 34+ %1l K
0.767.0. 801 0. 925 0. 953 ,0. 902 ,0. 976 FiI 0. 792, ¥ K
F0.700, 38 & {3 — 2 09 G i 5 b o
51 YIBEEEE

X NBEAER,FO NthZ R, MAH T EZHW
BB EFRAMMGBEEBRERENE R, WL 1. @
1w, BEFANERNEEE,F(1,73) =5.539,
P<0.050, Hik H, B3+, A FEEFAMWER
MBE WEHTEE LR, ZIGE B ERK « RE
HHWEERN -2.824, K8 8 FKF, F(1,73) =
5.539,P <0.050, 58138 8 + &80 1E A E 7,

Rl IBEEBEAEIRR
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Table 3 The Results of Multiple Regression Analysis of Initial Trust Repair

Ba ] TR 2 A 3 A4 BELS
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The Study on Consumer Trust Repair Based on Periods

ZHANG Zheng-lin, ZHUANG Gui-jun
School of Management, Xi'an Jiaotong University, Xi'an 710049, China

Abstract ; Consumers’ trust, which is of great importance to enterprises, tends to be violated by unqualified products. Many stud-
ies have been conducted on how to build and maintain such kind of trust whereas few concern about its recovery. Considering that
the process of trust repair is dynamic, this empirical study, by adopting scenario experimentation, focuses on consumers’ initial
and successive trust repair process. With statistics calculated by ANOVA and multiple regression analysis with SPSS, the results
suggest that consumers’ propensity of forgiveness has a significant influence on their initial and successive repurchases intentions.
In the process of initial trust repair, repair strategy has a significant effect on repurchases intention; and the belief of initial be-
nevolence trust mediates the links between repair strategies and repurchase intention; In successive trust repair, repair strategy
and deception exert a significant effect on successive repurchase intention and the interactive effect is found to be significant, in
addition, the belief of both successive benevolence trust and successive integrity trust mediate the relationship between repair
strategy, cheating and repurchase intention.

Keywords ; trust repair; propensity to forgive;trust belief;repurchase intention
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