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ABSTRALT

This study examines the model of consumer perceptions of service recovery in the context of

service failure, Adopting the concept of justice theory, this study is to investigate the influence
of perceived justice and its impact on recovery satisfaction, The data used in this study were
eollected based on laboratory experimental design. The 381 graduate students were recruited
from Atma Jaya Yogyakarta University and Gadjah Mada University, Indonesia as participants.
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Hypothesis testing was employed by ANOVA and regression analysis. The finding of the study
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