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ABSTRACT

This paper presents concepts and guidelines for human resource development to support
the implementation of the government policy of Thailand 4.0. To guide this study three questions
were posed: (1) "What is Thailand 4.0?"; (2) "What are the required characteristics of human
resources that support Thailand 4.0?"; (3) "How to develop human resources to support Thailand
4.0?" To answer these three questions this paper will be divided into five parts: (1) Introduction to
the objectives and significance of the problem; (2) Literature review which comprises: (a) the

concept of Thailand 4.0; (b) the required characteristics of human resource that support Thailand
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4.0; (c) human resource development for Thailand 4.0; (4) conclusions and discussion; and (5)

recommendations.

Keywords: Human Resource Development, Thailand 4.0
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The innovator’s DNA model for generating innovative ideas
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the status quo N o thinking " 3en
. ' Networking -/
Taking risks \ /
\\\ //
| Expenmenting [

AW 2 The innovator's DNA model for generating innovative ideas.

fi3: Dyer et al., 2011, p. 27
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Abstract

With over 20 years working experience in part manufacturing supplied to large automobile
manufacturers, together with receiving manufacturing philosophy and practices from the world’s
number one car manufacturer, Toyota, | have discovered a principle of management method that
| called “Time Place Quantity in Harmony”, i.e. managing what we have and what we do to be just
enough in the right place and the right time. This method is actually in accordance with a
philosophy by Dr. Thiam Chokwatana, the founder of Saha Group, “Fast, Slow, heavy, light” which

means some works need to be fast or serious, but some are more suitable to be slow or small we
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need to manage them in a suitable form. This method will help working in manufacturing and

retailing business succeed efficiently and effectively
Keyword: Retailing Management, Toyota, Efficiently, Effectively
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Financial Management: A Contemporary Approach

Nathabhol Khanthachai'

The fundamental responsibility of Chief

Financial Officers (CFQ’s) and financial

| managers is financial management where every

' penny spent needs to be reflected in good
returns. Moreover, it is now proactive for

students, practioners and professionals to

search for financial management strategies to

Financial Management
A Contemporary Approach cope with turbulence, vibrancy and dynamism in

) . the global financial system.
Rajesh Kothari

SSAGE TExXTS Il
Dr. Kothari is Director, R.A. Podar Institute of
From: https://images-na.ssl-images-amazon.com

Management and Dean, Faculty of Management
/images/I/410L0DubEmL._SX379_B0O1,204,

203.200__jpg Studies, University of Rajasthan, Jaipur.
So far, he has authored five published books and over 40 articles published in various well-
acclaimed journals. Some of his published books include Financial Services in India: Concepts
and Applications (2010), Management Accounting: Concepts and Applications (2007), and

Contemporary Financial Management (2005).

1
Financial Management: A Contemporary Approach is divided into 6 parts and 25

chapters as follows:

Part I: An Overview of Financial Management

'Associate Professor (Economics), Graduate School, Kasemn Bundit University, 1761 Patanakarn Rd.,
Suanluang, Banglkok 10250 E-mail: nkhanthachai@gmail.com
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1. Introduction to Financial Management: A Contemporary Approach
2. Contemporary Financial Environment

3. Financial Statement Analysis

Part Il: Foundation of Financial Management

4. Concept of Time

5. Concept of Risk and Return

6. Concept of Value

Part IlI: Strategic Financial Decision

7. Capital Structure Decisions

8. Leverage

9. Cost of Capital

10. Capital Budgeting Decision

11. Estimating Cash Flows

12. Risk Analysis in Capital Budgeting

13. Dividend Decisions

14. Corporate Restructuring

Part IV: Operating Financial Decisions

15. An Overview of Working Capital Management
16. Inventory Management

17. Receivables Management

18. Cash Management

19. Financing Current Assets

Part V: Long-term Financing

20. Sources of Long-term Finance

21. Lease and Hire purchase

22. Venture Capital Financing

Part VI: Contemporary Issues in Financial Management
23. Foreign Exchange Management: An Introduction
24. Derivatives

25. Share Value and Corporate Governance
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Financial Management: A Contemporary Approach is a comprehensive textbook that
deals with the financial management from a contemporary perspective, analysing emerging
trends and issues. The book builds concepts and strengthens understanding with simple
illustrations, case studies, practical examples, and reference to Microsoft Excel application for
financial statistical computations. Moreover, its Glossary written in simple, lucid language
provides a good and understandable descriptions of terms and concepts in financial
management. Furthermore, its Appendix contains Time Value Tables for both Futures Value
Interest Factor as well as Present Value Interest Factors for financial decision purposes.

The book is recommendable for graduate students and professionals in the field of

financial management.
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Abstract

The objective of this research was to study the differences in personal factors that affect
the work efficiency relationship between qualities of work life with work efficiency for guidelines
to develop the quality of work life and increase work efficiency of central officers in the
Department of Social Development and Welfare, Ministry of Social Development and Human
Security. This survey research used a sample survey of 215 central officers. The study found
that central officers in the Department of Social Development and Welfare, Ministry of Social
Development and Human Security had a very high level of satisfaction in the quality of their work
life and work efficiency in general. It was found that the officers experienced a safe and healthy
environment with which they were most satisfied, while they were least satisfied with their
income and benefits. Secondary factors are work load and quality of work. Personal factors of
education, position and income affected the work efficiency of central officers in the Department
of Social Development and Welfare, Ministry of Social Development and Human Security. Their
quality of work life was related to their work efficiency at a moderate level. Each side found that
their quality of work life was related to their efficiency at work most and income and benefits

were related with work efficiency the least.

Keywords Qquality of work life; work efficiency; Department of Social Development and Welfare
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Abstract

The purposes of this study were: (1) To study the organizational development factors
that influence the decision of potential personnel to work in the Thailand industry 4.0; (2) To
investigate the organizational ethics that influence the decision of potential personnel to work in
organizations in the Thailand industry 4.0; and (3) To study of organizational ethical
relationships on the development of corporate culture has resulted in the retention of potential
personnel to work in organizations in Thailand industry 4.0. The samples used employees in
government and private sectors that study were masters and doctoral students at
Ramkhamhaeng University, Huamark and Bangna campuses. The sample consisted of 400
students. The results showed that the average level of decision-making about organizational
development was at a high level. The mean scores of decision making about ethics in
organizational development were also high. Ethics in organization had the highest relationship
with organizational development. Personal factors included gender, age, status, education,
position, and salary. Relationships did not differ significantly about organizational development,
but personal factors included the evaluation of the work. There was a significant correlation
between organizational development and the evaluation of the work. Relationships were not
significantly different in ethical development (Ol > 0.05). Nevertheless, the personal factors of

gender and job evaluation produced a significant correlation (0L < 0.05).

Keywords: Organization developments, Organization Ethics, Retention, Efficiency Human,

Thailand 4.0
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Abstract

The purposes of this research were to investigate the personal factors that are correlated
with the organizational engagement of government officers and staff of Saimai district Bangkok and the
work environment factors that are related to the organizational engagement of government officers
and staff of Saimai district Bangkok. The population of government officers and staff of Saimai
district Bangkok was 250. The statistics used were frequency, percentage, mean, standard
deviation, t-test, one-way ANOVA and contingency coefficient.

The results showed that most of the government officers and staff of Saimai district
Bangkok were females between 36 and 45 years of age. Their most common education was
pbachelor's degree. Most of the staff had been working for more than 16 years and had
professional skills. It was found that government officers and staff of Sai Mai District Office in
Bangkok, according to their sex, age, marriage status, education level, work experience and
work level corresponded to the main hypotheses and all 10 working environment factors were

related to their behavioral and attitude commitment.

Keywords: Work environments; Engagement of behavior; Engagement of attitude; Engagement

of organization
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Abstract

The purposes of this research were to study the behavior and decision making of
Reserve Officer Training Corps Students of Ramkhamhaeng University. The population of

Reserve Officer Training Corps Students of Ramkhamhaeng University, Bangkok was 400. The
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statistics were used frequency, percentage, mean, standard deviation, independent sampling,
t-test, one-way ANOVA and Pearson correlation coefficient.

The results showed that most of the government officers and staffs of Reserve Officer
Training Corps Students of Ramkhamhaeng University were males between 18-19 years old,
were fourth year students and lived in the central region of Thailand. Most attended public
events by deciding to join the event on their own. They joined the activity to spend their free time
by participating in group activities. They attended fewer than 2 events per month and would like
to have activities at sea, that were easy to travel to, facilities being ready, involving telephone or
electric signals, knowledge, understanding and responsibility of the organizers, management of
the organizers, and the knowledge that was gained from participating in the activities be able to
be adapted to real life. They also wanted the knowledge of the organizer to be conveyed to
them, the organizers’ emotions to be controlled, time-management activities, strict adherence to
rules, accountability for mistakes, open mindedness, money, gifts, thank you cards, food
stamps and points. There was a very high correlation coefficient corresponding to the main

hypothesis.
Keywords: Behavior; Decision making; Voluntary social activity; Reserve Officer Training Corps
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Abstract

Thailand began major construction work during the Second World War. The Thai

Polycons Public Company is a major construction business in Thailand. Organizational structure
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issues is one of the problems that the company has experienced. As with other organizations,
the company wanted to improve its organizational planning to maximize performance.

The purpose of this study was to recommend an appropriate organizational structure in
the construction sector by investigating the fundamentals of behavior, power and duty, and
efficiency. The research was conducted by surveying a group of 320 Thai Polycons Public
Company Limited employees. Reliability values were determined by using Cronbach's alpha
coefficient and the statistics used for the study were frequency, percentage, mean, standard
deviation, t-test, and one-way ANOVA. The main hypothesis was tested by applying the Pearson
product moment correlation coefficient. It was found that there are many ways to maximize
performance. Construction companies are recommended to think differently based on individual
factors. That determines and points out concepts in their organization chart for organizational
development, business management and domestic construction. The survey questionnaire was

found to be reliable and produced a variety of opinions as shown in this research.
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BAMENANHAING UPEIETY

AvdAty: ANANRUE, TaduaninuandennelueAns, waAnssun119UTeINEne

Abstract

This independent research aimed: (1)Tostudy the workplace behavior and
organizational environment of the company employees at Thanachart Broker Limited; (2) To
compare the behavior of employees of Thanachart Broker Limited according to the personal
factors, of gender, age, generation, age and education; and (3) Environmental factors within the
organization affecting the working behavior of the company employees at Thanachart Broker
Limited.

The sample used in this research. was employees of Thanachart Broker Limited. were
calculated using Taro Yamane formula. 200 samples. The instrument used in this study was a
questionnaire, divided into 3 parts: 1) Personality questionnaire; 2) Demographic variables of
gender, age, age and education level; and 3) Questionnaire on environmental factors. The
internal consistency reliability was found to be at a high level. Part 4 of the questionnaire
included comments and suggestions. Statistics used in research for data analysis. Were
percentage, frequency distribution, mean, standard deviation and one-way analysis of variance
test and Pearson product moment correlation coefficient.

The research findings were as follows: (1) The personal factors of gender, age,
generation and education had no effect on the behavior of employees at Thanachart Broker
Limited. However, it was found that male employees are more likely to resign than female
employees. (2), the internal environment of the organization was positively correlated with the

work behaviors, which was in accordance with the hypothesis.

Keywords: Relationships, internal environmental, behavior
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Abstract

Service recovery activities are primarily managed by service delivery functions.
However, service recovery satisfaction has received little attention in service management
literature. This study outlines a proposed conceptual model to examine the post service
recovery process and then an empirical study was conducted to test this model. A quantitative
study was conducted based on data collected through a structured questionnaire with samples
who use customer relationship management Software-as-a-Service. The study points to the
need for an array of service management research efforts and will lead to a better

understanding of the customer’s perception of post service recovery.

Keywords: Service Fairness, Service Recovery Satisfaction, Trust

1 INTRODUCTION

In the service management industry, organizations try to retain their existing customers as much
as they can due to the higher cost of attracting new customers. It is essential to satisfy the

existing customers in an exchange (Oliver & Swan, 1989).

A service failure could occur when customers cannot get the agreed services as expected and
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the level of customer satisfaction decreases if the service personnel from their provider cannot

recover the system (Zhu, Shivkumar, & Parasuraman, 2004). In general, one out of ten corporate

customers are not satisfied with the service they have received (Eccles & Duran, 1998).

In a highly competitive market, excellent service delivery should be regarded as a main
strategic business goal. Therefore, a high level of service recovery satisfaction (SRS) when a
service failure occurs should be reached so that a long-term relationship between the

customers and their service provider can be established.

Because of the rapid growth of cloud computing, it is important to respond to the needs of
subscribed customers during service failures as agreed in the signed service level agreement.
Due to the intangibility of service, a service failure could not be corrected as fast as a tangible
product failure. Therefore, the service process of a service provider is important during service

recovery.

The primary objective of this research is to explore and test a model, which shows the
dependencies between the service processes of a service provider and the level of SRS of the
customer, and to determine how SRS stimulates positive customer behavioral outcomes in terms
of trust in the service provider. Several marketing scholars and practitioners have explored the
service recovery satisfaction construct in their studies (Chaparro-Pelaez, Hernandez-Garcia, &
Uruena-Lopez, 2015; Zhou et al., 2013). Additionally, SRS is one of the important components

in organizational operations literature (e.g., Chang, 2006).

This paper explores the two distinct fairness dimensions (structural and social fairness) based

on Greenberg’s (1993) taxonomy of organizational fairness. Figure 1 presents the conceptual

model and hypothesized relationships in this study in which three hypotheses will be tested.
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Figure 1 Conceptual model.
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The structural service fairness and social service fairness of the provider positively impact SRS,
which favorably influences trust. Starting from the current literature concerning SRS, three
hypotheses will be developed in section 2. Section 3 will cover data collection and the statistical
methods applied. In section 4, the numerical results together with their interpretation will be

presented. The results of the study will be summarized and discussed in section 5.

2 LITERATURE REVIEW AND HYPOTHESES

2.1 Service Recovery Satisfaction

In satisfaction literature, satisfaction is divided into two different categories. The first category is
cumulative satisfaction, which refers to impact on satisfaction that derives from the multiple
interactions between the customer and the organization over time. The second category is
specific transactional satisfaction, which refers to satisfaction resulting from a discrete

encounter (Bitner & Hubbert, 1994:; Johnson, Anderson, & Fornell, 1995).

Levesque and McDougall (1996, p. 14) defined satisfaction as the “overall customer attitude
towards a service provider”. It means the customer’s overall judgment on the service provider
(McDougall & Levesque, 2000) that a product or service itself, or the product or service feature
provides, which could be under or over fulfiment, (Tronvoll, 2011). When a service failure
occurs, the service provider fails to deliver his services as expected by the consumer (Kelly,
Hoffman, & Davis, 1993; Kelly & Davis, 1994). A service failure is basically a flawed outcome
that might indicate a breakdown in reliability (Berry & Parasuraman, 1991; Lawkobkit & Blomer,

2015, p. 2).
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SRS is a good example of a specific transactional satisfaction category and can be defined as

“the customer’s overall affective feeling about the company as a result of the company’s
handling of the complaint” (Davidow, 2003, p. 72). For the practitioner, customer satisfaction is
one of the key performance indicators in terms of service recovery for the service provider

(Lawkobkit & Blomer, 2015).

In service recovery, SRS refers to the end-users’ perception when interacting with a specific
system in regard to service failures or dissatisfaction with the firm’s approach to service
recovery (Kwok, Land, & Stephens, 2009). Service recoveries and failures have been
researched in several contexts such as service delivery (Lawkobkit & Blomer, 2015; Lawkobkit

& Larpsiri, 2016) and a variety of services (Choi & Choi, 2014).

Several studies have shown that service recovery fairness for customers affects their level of
satisfaction (Hui, 2007). SRS can bring several benefits such as continuance intention and trust
(Kim, Jung-Eun Yoo, & Lee, 2012). Previous research suggests that fairness could play a
significant role in service failure and recovery (Yang & Peng, 2009). In the following section,

two-dimensional service fairness that influences SRS in a service recovery context is discussed.
2.2 Structural and Social Determinants of Fairness

Organizational fairness has been widely researched in organizational behaviour literature and
has become one of the main dimensions in several researches (Beugre & Baron, 2001; Colquitt
et al., 2001). Organizational fairness has been explored in different contexts from the workplace
(Folger & Greenberg, 1985) to external organizations with customer service (Clemmer, 1993;
Groth & Gilliland, 2001). Organizational fairness in a workplace environment could be defined

as an individual perception of fairness (Byrne & Cropanzano, 2001; Greenberg, 1990).
Greenberg (1993) published a rudimentary taxonomy that distinguished between the focal

determinants of fairness and the categories of fairness. This paper studies the focal

determinants of fairness, which comprise structural fairness and social fairness.
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Research into focal determinants can be found in organizational psychology literature
(Cropanzano, 1993). Various contexts for this research area include human research
management in compensation and performance management (Kee, Patrickson, & Bambacas,
2008), and leadership and ethics (Tatum et al., 2003; Tatum and Eberlin, 2007). Additionally, the
concept of the focal determinants of service fairness was applied in a service management

context (Lawkobkit & Speece, 2012; Lawkobkit & Larpsiri, 2014).

Social fairness is one of the important components of outcome fairness. Previous research has
revealed a relationship between social fairness and employee behaviours (Masterson et al.,
2000), management performance (Tatum et al., 2002), customer satisfaction (Lawkobkit &
Speece, 2012). In several previous studies, structural fairness had less impact than social
fairness due to the open and responsive nature of the followers, including well-being (Eberlin &
Tatum, 2005; lles, 2001; Tatum et al., 2003). Two-dimensional fairness from the concept of

determinants gives rise to the following:

1) Structural Determinants of Fairness: Structural determinants of fairness refer to the
structural elements of the organization and focuses on the environmental context within which

the interaction occurs (Greenberg, 1993; Lawkobkit & Speece, 2012, p. 3).

In service recovery, structural fairness refers to the structural elements of the service provider
that allow the involvement of their customers in decision-making, and provide a fair distribution
of outcomes. When customers perceive high structural fairness, they will believe that an unfair
outcome was merely an accident and will expect structural fairness to occur the next time. That
is, they will be less likely to terminate their relationship with the service provider, and they
remain satisfied with the service. Moreover, the service provider always has a service desk
system to record all calls and track their services, which increases the level of customer
satisfaction (Lawkobkit & Speece, 2012). Previous studies revealed the concept of perceived
structural fairness has an impact on outcomes (Kee, Patrickson, & Bambacas, 2008; Tatum et

al., 2003; Tatum & Eberlin, 2007).
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Structural fairness is important to customers who often contact their service provider. Customers
feel they should receive the same services from the service personnel as anyone else. When
customers have experienced a fair process, positive customer outcomes (i.e. satisfaction) will
increase. However, customers can have bad feelings if they have received more inferior

services than others. From this, the following hypothesis is developed:

H,: Perceptions of structural service fairness are positively associated with service recovery

satisfaction.

2) Social Determinants of Fairness: Social determinants of fairness are recognized as
important sources of fairness perceptions and Greenberg (1993) proposed this type of fairness
in the taxonomy. Social fairness focuses on the treatment of individuals and informational
exchange (Greenberg, 1993) by “showing concemn for individuals regarding the distributive
outcomes they receive” (Greenberg, 1993, p. 85), and “may be sought by providing knowledge
about procedures that demonstrate a regard for people’s concerns” (Greenberg, 1993, p. 84;

Lawkobkit & Speece, 2012, pp. 4-5).

In service recovery, social fairness refers to interaction and informational fairness. Interaction
fairness is the degree to which customers have been treated fairly, sincerely, politely and with
respect by their service provider. Informational fairness is about the information customers are
given about services before, during, and after the service delivery process. In summary, when
customers perceive social fairness (i.e. interaction and information fairness) during the service
process, the customer outcomes will be increased. This consideration leads to the following

hypothesis:

H,: Perceptions of social service fairness are positively associated with service recovery

satisfaction.

The structural and social determinants of fairness should have an impact on SRS. Hypothesis 1

and hypothesis 2 address the question of whether an individual's perception of the structural or
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social fairness is strong enough to influence SRS, and thus, indirectly, trust. Figure 1 presents

the conceptual model for this study.
2.3 Service Recovery Satisfaction and Trust

SRS is related to actions from an organization in responding to their customers when their
services fail (Gronroos, 1990). Customers assess their supplier in regard to how they handle
their services during such failure. Complaint handling could be used to measure SRS
(Orsingher, Sara, & de Angelis, 2010). Therefore, SRS helps the service provider to maintain

their relationship with their customers (Fornell & Wernerfelt, 1987; Ganesan, 1994).

Trust refers as “the firm’s belief that another company will perform actions that will result in
positive outcomes for the firm as well as not take unexpected actions that result in negative
outcomes” (Anderson & Narus, 1990, p. 45). Trust is also related to reliability and integrity

(Morgan & Hunt, 1994).

In service recovery, trust refers as “a willingness to rely on an exchange partner in whom one
has confidence” (Moorman, Deshpande, & Zaltman, 1993, p. 82). Trust has been explored in
regard to service recovery (La and Choi, 2012). Previous research reveals that the relationship
between the service provider and their customers are recognized as a result of trust (Kim,

Jung-Eun Yoo, & Lee, 2012; Wen & Geng-ging Chi, 2013).

SRS is predicted to generate higher levels of trust. Several studies reveal the positive influence
of SRS and trust in the context of banking (Baksi & Parida, 2012), corporate social responsibility
(Choi & Choi, 2014) and e-commerce (Chaparro-Pelaez, Hernandez-Garcia, & Uruena-Lopez,
2015). These researches indicate successful service recovery strengthens trust after a service

failure. Therefore, we hypothesize that:
H,: Service recovery satisfaction has a positive influence on trust

This paper applies a conceptual model in which the perceptions of two-dimensional service

fairness on SRS, and SRS on trust result from the use of technology with support services.
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3. DATA AND METHODS

A quantitative study was conducted to explore the relationships between two dimensions of
service fairness (structural and social) and SRS, and SRS on trust in the service provider. The
measures for this study have been selected and modified in order to reflect the specific context
and the targeted users. The service fairness items were adapted from a number of works but
generally follow (Bies & Moag, 1986; Leventhal, 1980; Maxham & Netemeyer, 2003; Shapiro,
Buttner, & Barry, 1994). Other items were adopted from Maxham & Netemeyer (2002) for SRS

and Bansal et al. (2004) for trust.
3.1 Sample and Data Collection

Cloud computing has been categorized into three primary services, which are Platform-as-a-
Service (PaaS), Infrastructure-as-a-Service (laaS) and Software-as-a-Service (SaaS). In the
service delivery function, cloud service plays an important part as one of the core business
backbones such as Amazon’s EC as laaS, Google’s App Engine as PaaS, and CRM, Google
Docs, Google Mail as SaaS (Dillon, Wu, & Chang, 2010). The cloud computing market is a
rapidly growing industry because of emerging technology. The global cloud computing market
will grow from a $40.7 billion in 2011 to $241 billion in 2020, according to Forrester Research
and Gartner says SaaS is expected to grow from US$46.3 billion in 2017 to US$75.7 billion in
2020.

Cloud service providers are still challenging to meet the agreed service level agreement with
their customer because the service are delivered via the Internet which has less a quality of
service mechanism. The cloud system may shutdown and has difficulty to detect it (Armbrust et
al., 2010). Subscribers to the services are always aware of these challenges. Moreover, the
relationship between cloud service providers and their customers is as long-term partners

(Buyya et al., 2009; Dhar, 2012).

The context of this research is SaaS providers who provide an application or software together

with a service (e.g., salesforce.com, Zoho CRM, HubSport CRM). Targets are small and
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medium-sized enterprises that use CRM-SaaS as a core business application and the
respondents for this study consist of 450 CRM-Saa$S users in USA.

The internal reliability of the measures ranged from .960 to .963 for the two-dimensional service
fairness constructs. The other two measures were .909 for SRS and .918 for trust. All the
measures included in the questionnaire showed adequate levels of initial internal consistency

reliability (> .70) (Hair et al., 2009; Nunnally & Bernstein, 1994).

Figure 2 and Table 1 present the standardized regression weights and estimates with all five
hypotheses supported. The structural model was accepted and the chi-square was significant
(chi-square = 1062.144; df = 248, p = .000, relative chi-square = 4,283; CFl = .931; TLI = .923;
NFI =.912; GFI = .829; RMSEA = .083).

Table 2 presents a summary of the standardized path coefficients and the square multiple
correlations (RZ) of the best-fit measurement model. The significance of the three path
coefficients to the model is amplified with positive and statistical significance at p > 0.05.
Additionally, both R® values of the observed variables were greater than 0.50, indicating a

reasonably good convergent validity for the model.

The analysis of path coefficients indicates that three hypotheses are supported. The influences
of structural fairess (coefficient = 0.377) and social fairness (coefficient = 0.589) on SRS are
significant. Similarly, the influence of SRS on trust (coefficient = 0.922) is also significant. The
impact of the endogenous variables is indicated by the R’ values. The highest R® appears in
SRS (90%) and the next R® is shown in trust (85%) (see Table 2). The results of the research
model show that the three hypotheses are supported. Therefore, the proposed model works

fairly well in this context.
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Table 1

Descriptive statistics and reliability analysis results

Variable (Number of items) Mean SD Cronbach's Alpha
Structural Fairness (13) 5.571 0.961 .960
Social Fairness (10) 5.60 0.993 963
Service Recovery Satisfaction (4) 5.55 1.069 909
Trust (4) 5.54 1.032 918

Structural
Fairness S
0.
Social
Fairness

Figure 2 Result of Structural Equation Modelling (SEM).

Service
Recovery ==
Satisfaction 0.922

Table 2

Results of standardized coefficients.

Outcome Determinant Hypothesis  Coefficients P-value

SRS* (R* = .909) Structural Fairness H, 0.377 i
Social Fairness H, 0.589 .

Trust (R = .847) SRS H, 0.922

Coefficients - Standardized regression weights (*** P-Value < .001)

*SRS = Service Recovery Satisfaction

5. CONCLUSIONS

This study examined the effects of service recovery during service failure recovery. The results

show a positively relationship between two-dimensional service fairness and SRS, and SRS on
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trust in the CRM-Saa$S setting. Moreover, the study investigated the actual participants in a real

cloud service delivery, increasing the external validity of the results.

In other words, the impact of social service fairness on SRS appears to be stronger than that of
structural service fairness. The significant roles of social fairness in affecting SRS are supported
by polite, fair and respectful service delivery by the service provider. Therefore, social service
fairness should be implemented in an effective way such as offering information exchange by
informing the customer before, during and after delivery of the service. The customers are
aware of the activities of their service provider and know the status of the system. They can
expect when the system will be back to the operation. The customers do not fear to missing out
due to the interaction between both parties. Thus, structural fairness should also be
implemented when providing excellent service according to the signed service level agreement
(SLA) with equal or fair treatment by their service provider (Lawkobkit & Blomer, 2015). The
same cloud services provide to the customers with the same SLA regardless of the
organizational size and relationship. The different customers do not feel the different when

receiving the services from the same service provider.

Next, a construct that was found to support the relationship between the service provider and
their customers after a service failure was the customer’s trust in the service organization to
resolve the service failures. Trust is a strong construct in relationship development (DeWitt,
Nguyen, & Marshall, 2008; Morgan & Hunt, 1994). Therefore, an increasing level of SRS leads to
the customer’s trust. The trust in service providers is related to sincerity, honesty and
truthfulness with their customers. In addition, the customers can count on their service provider
to help them when they need it. Once the customers trust their service provider especially the
service provider personnel, they will be continuing to use the same system and the services
without switching to other providers. This may lead to word-of-mouth for third parties. It will

benefits to any cloud service providers in the competitive markets.
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The findings are consistent with previous research as there was found to be a positive

relationship between SRS and trust (Choi & La, 2013; Kim, Yoo, & Lee, 2012; Lawkobkit &
Larpsiri, 2016).

This study contributes to both practitioners and academia. For practitioners, the study provides
an understanding on the SRS measures to improve customer trust with their respective service
providers. The service provider could employ best practice to improve the level of SRS during
service failures. Service personnel should consider these as important areas to maintain the
relationship with customers. For academia, the study builds on previous research in SRS
literature on the relationships between two-dimensional service fairness on SRS and SRS on

trust.

For future research, other SaaS types (e.g., Enterprise Resource Planning, Human Resources)
could be expanded to understand the specifics of cloud service and any possible differences in

the results. Additionally, future study could be conducted in other areas of service recovery.

customer to service providers.
Journal of the Academy of Marketing
Science, 32, 234.
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