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Figure 1 Conceptual Framework
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Table 1 Confirmatory Factor Analysis Results of Measurement Model
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Table 3 Results of Regression on
Customer Participation in Service Recovery
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Table 4 Results of Path Coefficient Testing

Bz g PR R fREess R
H, #il-mrss 0.263° HE
Hy, gEh—-arss5 0.100"* T
H, #HeTrgE—-Mmrss5  -0.029 ST
H, #il—-kF2Y 0.191"" i
H, fEh—HF2Y 0.009 AL F¢
H, ##rr@H-iEF2Ss  0.122° BRI
H,, #Z5—-AK%EE -0.051 A
Hy, HFES5-AKEEE  0.1437 B

RS ¥ = 308.172,df = 140,p = 0.000,
RMSEA = 0.060,GFI = 0.911 ,AGFI = 0.879,
CFI = 0.970,IFI = 0.971,NNFI = 0.968

EAZEEXZHEERAMBER T, AMREINES
5 E S REM, B F1 (8= 0.100,p <0.010) F1 3l
(B=0.263,p<0.010) EFIEMEHFHILS 5T H,
H, FiH,, 5 3] i — 25 18HE ; 3h ¥l 8 3 1E m o mdt [ 2
5,8=0.191,p <0.010, H, 14 3| # — 4 3641 ; fE h %
HEZH5HFEARE, By R B2 8KIE. # AT 15
X 2 5 WERARE , H KGR EIE, XL FE
Z5KFmEE,B=0.122,p <0.050, 7€ =15 447 F
HHERSEREAEE, FHHL B3 HREIE. M
Z2H5MMELAGHEEREEEFEH L A£G K
i ; 3L 2 5 B 3% 1F /) 3 e B R % ,B=0.143, p
<0.010, Hy 78 | 1691

g5 &, i 5 [\ 09 43 B FSEM 4 7, A< BF T AR
RABRESRESA|RIEB/RHEIE, H,  H, (H, f1 H,,
FAZ BN Ik, B2 T A5 e 0 B A B B BB 7.
LA BENEES ST ANER TG R
BE, 2 547 0 XA 09 5 R R A e Y B
rEINELK,

6 Zig

EHAREERFABIBIHBES STH,
EFAMOARLAE, T ZEW AL . BB S5 &
(fhEr) M EM IS 5MEFRS 5 HE W, FF
RES5TNEHELEREREZRMNXR,HE
DL RE R,

(DRESSHNEELHRES I EPHES 51T
HNREENEZ, EXNTHISS5MLRASSESMIE
MEEAEENEELAREEEEKELEYEERER
(H, MH, 283 IEIE) ; BRI FHiZS 5 MILRZS
HHERA -, EEEmMFWMELSYS (H,83
E) , RS 5B WA R E (K183 BIE) ;
NSRRI EEFASFMSSTAHEELEN
R (W, MH B2 %) . 3 FIFES 5k, &
REHRABERWE, BRI MR, 3Lt FE
SHNEMZMBK, BHASREHENM LSS
LRSS, HUMEEHIBFRANEm, B _F
MEXE Y'RE" N RE"E4EX,BENS
5470 BB .

) EE (M) s 5MiERAE2S
MEBEEWAREE(H ABHBIE) MRS 5F
PR 22 B OE ) W (H, 78 B i 3E) o {52 4
T84 5 B LR RE A7 89 P9 1R 32 B4 A A A S R AE
M. O BEASNINZEEHSM LSS5 R
AR (H, BRI , 5XRAS S LBEEMXLR
(Hy R @B EGE) . bt , shdl 55
HSWIEMXRABEH L, HEE B RSEEE, o
RUDRRERFERERR, RERBHIH,. 25
P 2t 52 2 5 47 O 958 ma b D3R 18 kb Rt 3R
Ao FBORY AT MR F 8 S & 5 W OF & B A B L
RSB R ERBE—ERE LIMEH T BE
W25, QWA AN E/ER S
FME5EMHX T ESES . BN TRRS S



53

M W% A S5 RS AN 2T MOA BRI SEUERTSE 111

WIEMZ A, BN THRSS5mSE 2
AV, TURBHEEFLRASSHREE.
()L Z 5% B RN EERA L& (H R
BERIE) ,HERSE5 EEIE QYR &S E(H,,
BENIE) . 5 5h, R+ R Ay T80 5 BUE B R
BERMHEXAPARS , r=0.298,p <0.010, [t 5 #h
9 AT A5 5 OB B R 55 () R S AR 4 TR A0 o B B
— R BOHE AR AR 55 7 A e B R BE R AR 5 Ah R B
Z— B EH &R W R 2 B AR R F, AT R W
A RS MR E T AR — LT
X—mMo
AMAFEMEETRFHEHRESHES S
BIRZEHEKER, B AR =& K R EL KT
T HI BB, 3T IR 55 #b BB B 5T 2 A0 B E B A 6 3 A
il MBESS5THMTRED THMN RS S
BURPBRRFRUBER. AHRER T EE
RREWBE S 517 8RN X — SR M FEH 5T
. ENRANBESSRE, AHRE KU
Romirs5MitRASS5. CAMREHES SR
S5 A B R B R 4 O A b b R K S R R
EHHOH M TEHNRTRATENRMAR
M, EKE BB ESBEIR—-ZEEHARR
ERA—-EMRHRE. FHRLEREHH(IERS
5) MBEN (LSS ) F AR 88
fiot, MUEMERILT #E—-MHS5TF ANE
AR FPLE
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BARFAENRBENYR, FHREZH, HES
547 %t S0 0 B BB A 0, i B AT LR T R 55
BE G AR %5 g AL et R 95 Ah B I B E 2
546 0 AT B ST IR A b B AR . @R S5 R AT LAGE
W EES SR 5 BB S, B RE W
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Customer Participation in Service Recovery.
An Empirical Study Based on MOA Model

Chen Ke',Tu Ping’
1 Business School, University of Internaitonal Business and Economies, Beijing 100029, China
2 Guanghua School of Management, Peking University, Beijing 100871, China

Abstract : This paper examines the antecedents of customer participation in service recovery and the influences of participation on
customer’s overall satisfaction. Customer participation in service recovery is conceptualized as two types, independent participa-
tion and joint participation. A theoretical framework is proposed based on the Motive, Opportunity, and Ability Model ( MOA
Model). Online questionnaire survey was conducted and 356 respondents joining in the survey. SPSS 18.0 and LISREL 8. 80
were employed to conduct regression and SEM path analysis. The results show that: (Damong the factors of motivation, opportu-
nity, and ability, customers’ motivation is the most important one positively influencing two types of participation; @the interac-
tion between motivation and ability positively affect two types of participation; the stronger ability, the more positive relationship
between motive and participation; Bopportunity (the accessibility of service recovery) reduces independent participation, but
promotes joint participation; and (@joint participation positively influences customers’ overall satisfaction.

Keywords ; customer participation ;service recovery ; customer satisfaction; MOA model
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