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Abstract

The objective of is study is to examine the influence of psychological contract
violation (PCV) and service recovery strategy on Internet consumers’ perceived
justice. A 3 (PCV: fraud/misrepresentation/delay of delivery) x3 (service recovery:
apology/ store credit+ apology/ refund+ apology) between-subjects factorial design
experiment was conducted. Results from 449 valid sample revealed significant main
effect of PCV and service recovery strategy on perceived justice. Fraud will cause the
lowest level of perceived justice. In addition, apology is the worst service recovery
strategy, followed by store credit plus apology and refund plus apology is the best
strategy to cause the highest level of perceived justice. In addition, different service
recovery strategies were suggested to deal with different psychological contract

violation conditions.

Keywords: psychological contract violation, service recovery strategy, perceived

justice



