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INTISARI

Dalam proses penyediaan jasa dapat terjadi suatu kegagalan layanan.
Kegagalan layanan yang terjadi beresiko menimbulkan ketidakpuasan dan rasa
kecewa konsumen terhadap perusahaan penyedia jasa tersebut. Oleh karena itu,
pemulihan layanan merupakan hal penting untuk diperhatikan oleh suatu

perusahaan.

Penelitian ini bertujuan untuk mengetahui bagaimana pengaruh dari
variabel persepsi keadilan (keadilan distributif, keadilan prosedural, dan keadilan
interaksional) pada kepuasan pasca pemulihan layanan.

Penelitian ini termasuk jenis penelitian kuantitatif. Total sampel yang
digunakan adalah 297 responden yang pernah mengalami kegagalan layanan
maskapai penerbangan Lion Air. Data yang telah terkumpul dianalisis melalui
analisis Regresi Linier. Berdasarkan hasil uji diperoleh bahwa persepsi keadilan
berpengaruh terhadap kepuasan pasa pemulihan layanan pada pengguna Maskapai
Lion Air. Penelitian ini menguatkan hipotesis peneliti sebelumnya dimana
diperoleh hasil bahwa pengaruh persepsi keadilan terhadap kepuasaan pasca
pemulihan layanan memiliki pengaruh terhadap citra perusahaan.

Kata Kunci : Pemulihan Kegagalan Layanan, Persepsi Keadilan, Citra
Perusahaan



ABSTRACT

In the process of services can occur a failure services .Failure services
happened is risky to generate discontent and think disappointed the customers to
companies providing these services . From that point of few, service recovery is a

crucial point has to be given great attention by a corporate.

The goal of this research is to understand what is the effect of perceived
justice variable (distributive justice, procedural justice and interactional justice) to
the service recovery by using corporate image as the moderation variable.

This research includes the type of quantitative research. Total samples that
is used is the 297 respondents who have experienced failure of the airline Lion Air
Service. Data that has been collected is analyzed through Linear regression analysis
of the variables. Based on test results obtained that the perception of fairness to the

satisfaction of the user service recovery in Airline Lion Air.

This research strengthens the hypothesis of previous researchers where the
result of the effect of perceived justice to the service recovery satisfaction will be

higher when customers have a positive image to the company.

Keywords : service recovery, perceived justice, corporate image
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