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Abstract

Although service failure is generally considered an undesirable
phenomenon, it may provide e-commerce platforms with an
opportunity to strengthen their relationships with customers. Drawing
upon a comprehensive theoretical framework that integrates the
Cognitive-Affective-Conative (CAC) model, Equity Theory,
Expectancy Disconfirmation Theory, and Social Exchange Theory,
this study aims to explore the factors that enable online shopping
platforms to transform dissatisfied customers—due to service
failures—into customers who are willing to repurchase and engage in
positive word-of-mouth communication, a phenomenon known as the
"service recovery paradox . Based on a sample of 314 respondents, the
findings revealed that customers’ perceptions of distributive justice,
procedural justice, and expectancy confirmation significantly enhance
their satisfaction with the service recovery. Furthermore, customer
satisfaction with recovery was found to enhance both repurchase
intention and positive word-of-mouth communication. In addition, the
study showed that customer trust in the e-commerce platform
strengthens the relationship between recovery satisfaction and
repurchase intention.

Keywords: Perceived Justice, Expectation Confirmation, Service
Recovery, Repurchase Intention, Word-of-Mouth
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