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FThHY, ThIZL-T, BEIL. P—EADORKRDKFRD, BEHF KD b D TIERWEFRT 512
%25 (cf. Struthers, Eaton Santelli, Uchiyama, and Shircani, 2008), Z 9 LT, ¥ —E R2{ILE N A 55 28 H
L7z T - 720 LTV D DT TRV Ll L7 @i% 13, (ERfEEomErolil, thex
(2. P—EZORBIT L > TR T LIcED B EEIE 2, b —EZAORMETOKEEE TEET L L),
5 DIEHNL, BRMICTEd->Th, #IRLFE LS, =R REEN I — 2R DRMO T EEZET
DB EBEIRTITEICTH Y (cf. Tesser, Gatewood, and Driver, 1968; Coulmas, 1980; Komter, 2004) , Z L1
2T, =B ADKRI L > TR T L72@E O HEEE 2 — EADRIGHTOKEE TEET D 2 LR T
D, HEETAREE, ENLFITHELRVEWVWS HTH D,
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L, P —E2ADRBITKH T DBEOR S EHET D LB L RTITEITHH D (cf. Tesser, et al, 1968;
Searle, 1969), Z DFRHEIZ ES T, EHHE, RS FH LSRR AN T 5720 ©72< . LA, 4
RHRROIRE~ LR ZG & LT, 2RI K> T = ADRMATE V @K ES L @K O H B
Tz M L SH5 (cf. Leary and Baumeister, 2000), @212, #IIE LV EH O LB EE O A EEFIIm0 &
You, et al. (2020) 1%, FE#@m3T7=DOTH D,

ZHUTINZ T, You, etal (2020) I%, H—E RV AN =2 Lo TH—ERBLFE PR O B BURE
Zp LIEL I LIE, WM ERLSELZLIcbiniiT oL ER L, BOMEERICED L. AT B
A EEEMICEMEIL720E W) EEE A LTI Y (cf. Colman and Olver, 1978) ., Hr &AWL T LD
FAIFIZx L ChFEE#< £\ 9 (cf. Raggio and Folse, 2009), H—t AU Z Y —DOICPRIZEB N TIE, F—
B AR L D EGHOH IR, RO A BEE AR L X5, TOR, ALY — v AR MEE 4R
(Rl L. OWTiE, g & m st s, 22T, ARUEN O BREIE. #REETOLE LY E#HETS
Baokn, REW, @I, WEOLAES £/2, MIREITIHELY., B#HETOHE0L N, K&
W, & You, et al (2020) IR0 TH D,

Fo, Y—ERXAORMBERREAIZIE, WY IANY —BHERARTHDL EEFEDLILTEY
(Roggeveen, Tsiros, and, Grewal, 2012) ., ZN & E 2T, You, etal (2020) 1%, OHEAY BN — 2z T
B Y ) — RO SN DR AETE LI FERET o7z, Z LT, H51E, ZORWTHREERIC, #
FEVEHOIPEN Y —ER- U BN —=ThHoEFRLIZ, DEY ANV —DRZITIBREFL L,
BN, F—ERDRBIC L > THEF L7c@Z O B EEE 2. P — E2DOKRMATOKEE TEET L7200
ThHDIZx LT, L, h—ERAOKRMAT LY @k~ L EEE D, Ed Iz, #RE1T 55
BRY. BEHETOHEONBEEDHEEE B XOMEO EFIEIIRE W, LELITHRST 0TS
Do

PDED X5z, BEAFRFZEIL, 2N E TER SN TV RD oo —E 2 U I8 —ZEB DI O F %
ERELERICBWT, ERICHABRRRMIAETHLLEEVIHTHAS I, LnLARRL, # 1 TIBNT
BEICERLIZEBD . #1513, P —EADRMPERRBEIZONT LA L TWRnEEX D,
Fo, DEAY BN —ITNZ TR Y B3 =B S S RGUCBWTIE, BB Y 1Y —o#

BNRRKENGAIZOWVWTLIAOIT LTV aRWnEEZ NS, 6T 72H b2 ERIZEBWNT, #gEL
DEMOTRERNRY =R U AR —THELEVWIERENREENTZDIL, 2D L5 BRER FLORED

RMVICEBHLDOTHD EEDNDEDTH S,

F3IF REBINIRE

3—1 REEDFEAR

F2EICEBWTHBILIZL B =X U AANY =BT 2 EIEONIFEZ. 2 FEOLENY B3
—. bbb, BHLHRA LWL T, BELVABEOARENTHD, L FRLE, AL, Thii
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LT, S L IR A R L7 IR A FRIB L & D LRBTo WA, HBRITHENL » T, oD DO RiE 2 I
T2 LB’ G8THA I,

BEAARFZE8FERE L 72 2 L Tid, SiRICiE, P — e R RIEE B — B A DO RO B LA R T 5 B8 %N
RENRT RN B 25— 07T, BEHTIE, - BRI DRV — B RO RO ET & Z R T 5 BB AR
HINTRTRIRITIA T, =2 DRI T DBE O ICEHET 2 EBBLTRTIRP DD LV D, T
DT END H LT, K, BEICRAODR LR L T, EHICIE, P ERORBIC Lo TEBHES
7o AMENE A EE T D20, THREEEEZDR) OXkbT, BEOHELEL T, ¥ — 2D KKHID
Jox O HBERE L @V KES T ESE SRR, THEEE R LR 265200 LELLY, £h
ZxbLCL gL, TAMEEBEEMR] OAREFLTCND LBET D, & 210, #IRT, L 128720
MER&ENE R E2R) 2 H S0 b o0, THEEEEDR] [COW T EHE D REVWEE LRV,
WEAAFRIC BV TIE, IR, Y —E ADKRBOFTEEZET 5 K58 % LV RNIORTIREET D &
FESH T, B, ERIZ, BRMEZ 5 50, HRHICEZ 258, BUsidhz ol n
9 (O'Keefe, 1997), bz, #IRIT, EH LV RE B EREEEDREAETLHLELXNDLHTHA I,
ZRZH b LT, ZOZ E1E, BFERICBWTER SN CWRho Tz, JEHE B0 O B S
BEEHROEREZBRBICAND ZEPNEETHS I,

BELVEHO ST N B TH S BTN TR L CERITL, B 1 OR~DEERH D EEZ DD,
Tabbh, BIENHMREEEDE LA L TOARVOIIK LT, BT E SR EED RO STH
RS EPIRE BB L TND I LR, FROBUTHDH VWS 2L ThD, 7272, AT, Bolcxd
LM R DFUML, 7o X ENDPEPEMRET LD TH o7& LTHZITANLRNIZD (cf. Swann,
Pelham, and Krull, 1989; Swann, Stein-Seroussi, and Giesler, 1992). B ZEER522ITITEE SR VIR T
. BRI, B R ABEOXM R AT 2 BB R ANV EEZ XN, EYxIZ, EiioE
RSOLT DITIE, =B ADRMUC X o> THRIB SNz ARG, H— b 2 O RIKHT L 0wV KHE~D
M EICIRAE T 2720 DM & LT, BHHC k- CRAIBE IR TUTRLRY, 202 Lik, Ko
AR I E R SN D DIF, B — E X DR ICEMTH L HEICRENL L) e %
BETHTHAY, BEILT, V- AOKNEZ T CTHENME LIS O KEN & < | DEY
YANY =%fToThH, $—EADRBIT L - TEHE I N7z BEEIER, TRIITEE IRV I S 2k
WHFET 213 T TH D, £ T, Aild, F—ERAORMOEZE L WHOBEZBEAL, 20 X5 720k
PO Z L2 — B ADRMDAER N ERRGE LER L BT, RN ERRGE O OMRITT S
Z LTy,

EZAT, Bl Wo T DAY I AN Y —ITINZ TR Y AR — PR S D ERIC, B
U AN —XLER ) B NY — 55T HHERE R 723 (cf. Kanuri and Andrews, 2019), CALWP ZIZ, Z D
W) B ANY — DR DEY AN —OIRELELTDEEZDNLTHA D, ZNIT LD
59, BEFRIERS, B Y N Y — 2 LIRS O L 2R 2R ER C <, BN K A2 Th D
EFE LI RITIT, A RBUEOWIE Y A8 ) =B Thh, P—ERADOKBUC L > THBBEIh A
AEDS, DERA D DN —%4TH ZEIC Lo TRAIBE S, BHNE-S Tl LA KIKRTO A B X
DI ET D, SV FERES TV WIS HEERFEL TV, LHERTOIZLENATEDLTHAS, L
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UG, BEITIE, WEY IANY —ZE 2O TE L TERIDRL, TR zIT, LY B
Y—%fTolc& LTh, BEEENERIIIMEEINRNE W IRALEBEZLNDLITHASH, £ T, K
. WER Y I NY — DL WO R AE AL, TN HEEEOBENIARERIIR D IDE RN
FEBIERGE b T ORRICTT 5 Z LT Lizvy,

Bet%\c, WEEY ) B8 ) — OB AIE Tl 2 OISk LT, DI Y ) —OHBIERE CTh 5 & 41
ET D, BEIZIE, L0 LDOZHoEHRHERHIUL, HEVLOZ Lo TWRWEHRHCHELH D
b Ly, LinLeh s, BIFFRIEC OREERL TS, Kiab, mOBEM{bo=oic, M
() B —DHBERAIETH SO LR U L 5 IO Y A8 —OFBE S A48T b 5 ATREMEIC DWW TR
EETHZ LT, S5, DEY AU =T THE Y IR ) —Z A LIZ0 Lo 720
THZEEMET LT, 2FHAOLHE Y W) — Febb | BE EH#BIIFH LW LT 5,
Tbb, P EARWERF— ERAORMUTEE L TRAFTRRZ2OIL, B L #EonThnnThs &
ET D, ZOMES, BAFNEICERL-BETH D,

3—2 {REi1: DEMY DN —OHBTHONSRRIZET S RE

Bk &30 | You, et al. (2020) 1%, #HIIRL VSO BANRLENY HNY —ThDH & FERLI,
ZOEEORIL, BHIES, HEREEEDR LA IRV oIlckt LT, BEliE, BEREEESRDO S
BT HBE N LIREFELTND LN 2L ThHD, —EADKRIMIC & - TBAB 4172 B BRI A3,
DB Y I RY =2 ko T, BRIBELI 22 L 2mittl LT, #EE21TOHRAICITEET L1201
FHOIH LT, BEH AT I HE T — ERADKRIGETL Y BVKESOR EBRFAENDDTH D, T2
L. ZOFRPHRILT H7OICIE, BELCEBBEEMEBE SNDITE, — 1 A DKRMOELIE MK
KL TE bRy, Thbb, —EXORBPNBEMAEE L, FOHREIZR- T, BENMTE L
FEERBPFEROKERES , KT L2@E O BB 2 B RIEE TE 570, Bl 217 9 581013 8 BU&
TG PSRBT S, BEEFE R R LBV, #REITOBE LY., EHEZITOHBE60HR, B
HEAE, OV TIEMRED ERIBIZREVWEEZONETHA I, ZOZEE LT, KmicBW T, A
N7pERE Y AR —Th D ERB LTV, BEOERIY . WO ERET S,

G 1la ¥ — B 2ADKRMPERRG AT, BIRCL 20T I Y =10 EHNT LD 0HEN Y
ANV —=DFR, ANTH 2D,

LU b, BEAFEFGRIE, DBEREY Y BN Y —IZ Ko UL HBEE R ERITIERE IRV E D REXR
RP—EADKBMOGHEEERL CLE-> TN D, P—EADRMOBELENFEVHEICIE, ERRoKn
B LIXRR Y | RPN LIS RO KENE . AEEEBEEDRSBES AL OO, EL
BEIZIIEST, £Awwzil, BEEER ERIIREESNLRNTHA S, ZoL &, HiffilcsnTfE
L=ty BB LV HROGN, AEBFEEDRITIRE V., Thw 2, BEFEREOERE 1T,
AT OHAE LY. MIREITOHAEOT N, BEEE, OV CEMED EREIIREVWEEZBRET
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b5, LEDEwmEY ., RORGHZIRET 5,

B 1b P — B R DRI ERRGEITT, B L2 0BNY A =20 #HIRICK D LEY
AN =D, BHTHD,

3—3 {REi2: DEMYHN)—ICHATYHENY HN\) -2 6B IRRICET HRE

DEY XY — DB TON DRI ERI UL DHEAY AN Y =12z THE Y 230 — 23 JFH &
ADMRBUZDONT B, You, etal (2020) (X, #HBLVIEHOFBEDTHL L EE L, ZOEEORM
X, #IEA. AR EEDE LA SRV OICK LT, EE#HE. A URIEEE RO L7 5 H 2R
M EREELTCNDENI ZEICHD, LDEY B ANY =M THERH Y ) —BFHE D Z &
IZEoT, = 2DKRMUT L > TBRES N AMEE N ERIBEL S L) T Laits LT, #
FEEAT O HEIITEET D12 E D01k LT, Bl EAT 5 BEICIE, P — B RO RMGET X 0 @k
e L BEEE W LT 5L HAENHAIDOTH D, 72720, ZOEENKILT AL, BHEIh-H
BERIE 2 2RIEE LD 2138, WENY BN =B KB TR TUTR LR, Thbb, KR Y
B BNY — 24T 5 5EI01E. ZOHEICR T KT L BB 2 B REE TE 5720, 4
172 HE T AR 0 BRI S ., BEAAFZE R Lo & B0 IC, BREITOSHAE LY. Btz
FTOBEDIN, HMEEO EFEIEIRE L, OV TIRERED FRBIIREVWEEZONETHAS I, LU
Lo LY . RORBERET S,

G0 28 KBUEZRMBERN Y A3 ) — 217 9 358ITIE, BRI L D08 ANV —L 0 | EHC LD
DB Y XY —DIFH, HHTH 5,

LUy b, BEFEFGEIE. WEE9 Y N U — 29/ IS LT s, DB Y AN —2 LT
b HBEEERN BRI RN E ) Y —E ADORBMDFEEHER L TLE-> T 5, BEIY AN
V=B 2 EDTELTERID L. TN XTI Y B NY =20 B b DI F 28561213,
EROXITHEE ) BN ) =R KRB TH DA L3RR Y | BEEE S RIIREIND DD,
FERBEERIITIES T 2N ITEHNEE BN P RARE LA 2N THAH, ZoL x| Hifilcs
WTHE L= LB B K VBIEROF R, ARG EEDRIIRE V., Thwzil, BFFRoFRE
T, BT O HE LY. B#RAITOBE O BEEE, OV TITmED EFEITRE VW EE X
bNETHAH, UIEDEmEY ., ROBGEREIRET 5,

it 2b  NREZRERE) Y 18U — LT DR OVE AT, EEIC X 2 0B D B8 — X0 o #iTR
LD DB Y B AY =D HHTH D,



2020 FFE WA E A B IMFEEESHEY “HAKRHL e Yoy heF—24
[h—E 2 U HY —HER

F4E EER1

4—1 EROBE

3 EICB W THRE L2t D 5 B G la [H— B AD RS54 121, #TRIC X 2 0B
YA NY—=E0 | EHICE DD I AN —DHR, GRTHD) L. HH 1b [ —E ADKRMNEKR
BRGEITIE, BT KD 0B Y BN — R0 BIRIC R D.0E Y BN DR, ARITH L) L
IR ORI Z A VA SRS D721, EBR 1 2 FE M L7z, ZOEBRIE, EREERTHY . 2 (YA
U R A vs. AHOE) X 2 CRIKOVERIE K vs. BA) O 2 BRFETH o, HREIL, BERT
T4 T ELTHA LT N7z, FORICHTET D EEOKRFETESKEAE 3934 TH Y . 11 OIXMIESIC
[P —ERXOKRMPBEMTHY | LI Y N — & U TG DR R SN AWERE 7L —7 (DT, - 1&
#r—7) ), [ —E2OKBBEMARGEEIT, GEANY BN — & UCTHENRR SN D WEHRE 7 L —
7 (BLF. BHe#ES A —T) ) TP —ERADORMMAEKRRGEIC, DEY N — L LTEHDBIRR SN
LHIRE TN —T (LT, BRGEHRIA—T) ), BELO [ —E 2RORMNERLGEIT, LERY 3
— & LTINS ENDIWRE 7 V—7 (LUTF. ER#EINV—T7)] D47 N—TITHEE T,

ERICERLTE, £, A7V == 72177, KB BET D013, = ADKMOKERE LT
W2 ME L, AEEERN R T T 2BMETH D, L L b, Ktz dio Th il
Mz T LRV EEE R, BRI T S ERVEE S, RDICIAET 2, £2C Kimld, #o %%
BILT, AN T — 2 A Uiz, &2, A LZERHGRAEICE, TZOEMIIEE» D 22000
BRI ZBROSIEEN) WS EMAZE LB Z LIk o> T, BRICEE LR o 7280 O @& O HERE
Z 4+ L7 (Oppenheimer, Meyvis, and Davidenko, 2009)

R V== T ORER, HBRE X, 1734 (D LB 99 %4, &Mk 74 4, FEO R 21 5) IR b,
AY Y —= 2 T OWHRE OWNFRIL, B0 E# 7 N — 715 80 44, BOK- MR NV — 718 82 44, FEK -kt
TN—713 494, FL T, ER-BRIN—T1L 624 ThHhol,

= 2ADKME LTHRA LD, By A P THALZBREOREDEILE &\ 5 | ZRZEDFHF]T
bolz, ZOEFIOREEIL, You, etal (2020) IZL-> TEHAINTWDR, BBEOT— L RITEBIT HiE
HBIECTH D L) ZLICEBEZENTWD, —HIZBWT, BHARERICET L TWS LMELTHDL
9 2ODWERE 7 N—T120E, Theiaid, Ry MBRT, BREEZEL Lz, ¥4 MIE [ A OfdE
AR ] RSN TV, FEEIE 8 B E TR R 0Tz, LW D U U ARG X O IR LTz,
i F BT, ERBRERBIZER L TWAHEHEELTH B H 2 20OHRE 7L —712i%, Thirizid, 18
I ORBRIZFT T, Ky MERCHREZEL L, [BAORZEZRIE! ] Lifish Ty, 772
AABROH EIZITHH EBVITEWER, BHOL LiZiZ@mniehrodlz, MEGERY A MIERE L
2, TEREFTF) O—SEY T, #FE, #RENEVZOI 1 » AR Thotz, | &) vF ) F &t

IZAKHE L7z,

A, T72bb, BRI O T U AL, You, etal (2020) OFERICBWTHA ST IV Fics

BITHEILL TER S N, ZRUCRE LT, %, Thbb, BERRRIRO ST U A, #o0EREFLT

10
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[h—E 2 U HY —HER

< BWMARKBO LT ) ALY ROVIRBERE 2 ET D L RIS, fOBRIITBENRRE LR 2
EEHET LI LI T, AR EZ T LT < LRLT,

ST, TRHDORBICET 5 )Y FThV T, HBREICIE, B EIHRERRL T b o7z, —
HZBNT, BE#H SND LW ORUEBEL TS H 9 2 2OPRE 71— 1203, TBLEDSEN T Z LTk
LT, M BREDBWEEE, H0RE I TEVELE] 20, oA —ARENZ ] L) v
FUFEFLe LD IRE LTz, BT, #BEINDESIRUEBELTHH S 2 DOWBRE SV
— i, TEERENZZ LR LT, TEOSBRELTLEY, HLIRZZWEFATLEE ] 0
I HIRDA—ADBIENZ ) VST U A EFL I D ITKIE L, Zh b U A3, You, etal
(2020) DFEFRICBNTEMA SN T VA EFR—ThoT,

You, et al. (2020) ([ZHERL L C, THERE] & W) O 28%KE2 ) Y =2 Bl L, BRIEH
HETHE L, 7272 L, A ORIEREZ, TAZIED 72 &b AWRIZIE, MfEOH DA THD, 1. TH
SR LTHEMRBIE 2L, BLO P0IBT, BOBEFICHREL TS, © SEBICK
95 7Y — MREWETH 572 (Rosenberg, 1965), #h& ORIEREIL, [H 7272134 — B R Ok
BEESRUE LD, | @EN~EEN) ., [HRTIFV—EARMEORIEE ES U E Lizd, (L
Wil &N D), THRIITT— ERBHREOXEE EIREUE Lich, JEh~RW), BXO (Sl
PR RBPEFOIGE E KU E Ld, | (Rilie~iie) O 4HBICHT 5 7HASD REETHY  (cf.
Spreng, MacKenzie, and Olshavsky, 1996) . #BRE (Cxt LT, 1~T D5 bR HRETE D 1 DOHEEEIRT
BEIHEB LTz, 25 You, etal (2020) |2k > TEHRA SN RNEEICHEILL T\ 5, 728, #RE
WCEBRIIRR SNENRIE, BRICHLIHETE 1-A P DHARE 1-D OLBY ThHD,

WHiE, 2o 2EBHOMIC S MhEHREEX) R TEREEN) 20E LA, Kmics\wTid, Zh
DOEEN ThE] OBRIERTH->T ] EEmWHBERHLZLnEI<Hmbh TSNS Z &I
AT EMMOREOME 1. ALz, ToRbY | EITHRLVEERv=Fa—1L—var-F=
v 7 BT o7,

4—2 T=—FalL—vavFzIvy

PERR L2 R DY —EADKRIDO U VAR, KO EK EBVIZ, #H5HE O EEEL KT SE T
DMENWI L EFT =y s Uiz, Fio, HRENY —E ADKMEZ T THEMEREL IR T 20080 D
ZEEFxyv I LI,

FIP BMUREM A T TR DS R LI R AR O K HE & | BRI R T TR 3 L
Tty fEHME O K HE % bhig L 7=, Shapiro-Wilk # & O it 4. — X OIFEERMENEDLNTZT-D
(Wi =0.956, p = 0.066 33 LT W = 0.911, p< 0.001), Wilcoxon DNEMLFIRE Z I L7z, WEDHE
B, IR N — T REOBERE NIE LA 0RO I REIX 4.000 (8 1 04730 2.000, 4 3 MU ArEi
5.000), EKZ N —TREORERE DT L T2t p9FE O TP IUEIT 6.000 (55 1 MU5XAEEE 3.000, 45 3 UL
1% 7.0000 Tho7z, £ LT, HRIEEOPREIL, ATE LV BEOH DN 1%KETHREICEKETH
STz (Z= —4.332, p < 0.001), FIRRIC, BARZRCRA ST T kB O A BRI Ok HE L | R R 2% T
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TR O E MRS Ok HE A el U7z, Shapiro-Wilk BE OfER, 7 — % OIEERMEN DN -9
(Wi = 0.857, p < 0.001 BLT Wi = 0.853, p < 0.001), Wilcoxon DNENFIEEZ FE L7T=, T ORER,
AR 7 L — T REOREBRE O B BUEAE O T B IS 3.333 (5 1 W4T 2.667. &5 3 MUSM KT 4.000) . K
N—TREO RS O B 2SS O PRI 2.667 (B 1 MIARIEIT 2.000, 3 TSR 4.000) THoTo,
LT, BEEEOPRMIL, %FLVATEOHTR 1% KETHREICEKEETH o7z (Z= 2.748, p= 0.006),
LLED 2 SORERIT, AimSEMAR LK E B LIz F U Ak, A0 K HENME < A BRI Dk
HERE N E WS JRT, T2 LT R D> T ) A THDHOIIIx LT, RamERARRKE R Lizy
FU AT, HEREIEREOKED & < B BRGNS OKEERMRNE WV D T, 2 LNCERRERBD YT U AT
HDH, LWVWHZLEEELTND,

4—3 ATEREQEHELE - 2o

MBS B L O ) OMIERE L LT, You, etal (2020) (272 5 - T, F#ZF1., Rosenberg (1965)
B L Spreng, et al. (1996) ODHPEREZERMA LTz, ZHODOREIXEZ K OEITHERIZE > THEA ST
ETAEHEME & A EDBEWRETH D50, AimiTairicdesio TEEEB KO YO T = v 7 217572,
ryur Ny 7O affE BREENE (SCR). B L UL EEIHE (AVE) OFHOFMRIT, K& 1123
MINbEBY Thol,

RFE 1-1 BEESEAERE

RS EMHEA (AR af%¥ | SCR | AVE

X: B L AR, MEDCH D AR TH S,
(0.78)

X Bzt L CTHEENRBEEZR S, (0.88)

X EWewniZs T, BAOBEHICHE L TW5, (0.83)

X BRI — R BEEOMIGE E IR F Lz (FEm
~HEMN), (0.86)

X BRI — R REFEOMIGEE E IR CF Lizh (Er-
LW~ii7= &%), (0.90)

X BRI — R BEEOMIGEE E IR FE Lz Eo~
B, (0.95)

X BRI — R BEEONIGE E IR E L (R
~i ), (0.94)

it

EEVRY 0.87 | 0.77 | 0.53

i

it & 0.95 0.85 | 0.59

a $%%20%. Nunnally (1978) 23H#ESEF2 0.70 LIk & v 9 FEHEfE 23572 L C\ 7=, F 72, SCR i, Bagozzi
and Yi (1988) 25#E4E92 0.60 LA L&V 9 FEEE A 72 L Cuic, 2, MEREOFEEEOR S 2R
WL TW5, £72, AVEIZDWTh, Bagozziand Yi (1988) 2HELET 2 0.50 LI E &\ 9 FEAEE A [E] -
Tz, Thid, FMEREOIZEMDOE I 2R/ L TWD, £ 2is, A S -RIEREIT,
BVEEMEE ZUEEFELTNDEEFT NI HTHAS I,
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[h—E 2 U AN Y —HEE

4—4 RFEHR1aIZFETH29MOFER

R 1a ORBRAIGMEZ ISR T D=0, INE LT — % 2 VT, BB 7 v — 7 & | k- 35158
TN—TDY FNY —#%0HEEE B L OV R & i U7z, T2 5E52 - T Shapiro-Wilk #7E % FEhE L
TRER, T2 OIEERMEREDRIZTZD (W= 0908, p = 0013 3LV W= 0.934, p = 0.051 :

We = 0.939,p= 0.085 L0 W= 0.971, p = 0.538) ., Wilcoxon DNENFis & & £ L 7=,

K& 1—-2 R 1a IZB89 % Wilcoxon BRI FBEEDHER (1)

. T D LA HATRM% o h gLl
s 8
i G 1 MO, 5 3 PSR G 1 IO, 5 3 A Z1a
5.67 4.33
R ke
H SR (4.67, 6.33) (3.83, 5.33) 3.00
. 5.00 3.75 e
Ll (4.00, 6.00) (3.13, 5.00) 2.50

722U, FFHT 1% AKETHE, **I3 5% KETHE,

B% 1-3 &% 10 (2BF % Wilcoxon IBRIFIREDFER (2)
/R4 T
R
IR%
IEHE X
IR
IR%E
R4

W
O #or

F R i

Pl
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Reexamination of Appreciation and Apology as Service Recovery Strategies

Abstract:

Service providers offer various kinds of service recovery to recover customers’
satisfaction after service failures. The latest research showed that appreciation as symbolic
recovery is more effective than apology in redressing customers’ self-esteem and shifting the
customers from a state of dissatisfaction to that of satisfaction. However, the current research
claims that this is not always true, by assuming a more severe service failure (Study 1) and a
small amount of utilitarian recovery (Study 2). As a result, in comparison of appreciation and
apology, Study 1 shows that in cases of minor service failures, appreciation is more effective
than apology as stated in previous research, while in cases of severe service failures, apology
is more effective. Study 2 suggests that with a large amount of utilitarian recovery,
appreciation is more effective, while with a small amount of utilitarian recovery, apology is

more effective.

Key words: service failure, symbolic recovery, self-esteem

Track: Service marketing
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1. Introduction and Literature Review

When service providers cause service failures, they should take some kind of action
called service recovery (Parasuraman, Parsu, Zeithaml, & Berry, 1985) to shift the customers
from a state of dissatisfaction to that of satisfaction. There are mainly two types of service
recovery, symbolic recovery and utilitarian recovery. Focusing on symbolic recovery, the
latest research claimed that appreciation is more effective than apology under any
circumstances (You, Yang, Wang, & Deng, 2020).

However, they have only taken minor service failures into consideration, which lead
customers to perceive slight social exclusion. In the real world, some customers face a service
failure and perceive stronger social exclusion. Moreover, the latest research took into
consideration to offer a large amount of utilitarian recovery along with symbolic recovery,
even though it is quite likely that only a small amount of utilitarian recovery is offered in the
real world.

In this research, we address this gap in the literature by considering both minor and
severe service failures, and both large and small amounts of utilitarian recovery. By doing so,
we explore the conditions under which apology is more effective than appreciation. We not
only make a great advance in research on service recovery, but also provide richer and more
detailed implications than previous research on the practical issue of whether to say “Thank

you” or “Sorry” to address service failures.

2. Hypotheses
2.1 Symbolic recovery

Based on the latest research (You et al., 2020), it is conceivable that symbolic recovery
could perform two kinds of effects on self-esteem, the restoration effect and the elevation
effect. The restoration effect, which occurs when service providers acknowledge their

46



2020 FHE A B INERESHEY —HERIX TR Y 27 b F— A
“"Reexamination of Appreciation and Apology as Service Recovery Strategies”

responsibilities for service failures, is to redress the customers’ self-esteem. The elevation
effect is to bring customers’ self-esteem to a higher level than the ordinary level (before the
service failure). The latter effect is performed when the service provider praises the customers
for their patience, and thus does not occur with apology, but with appreciation. Therefore, You
et al. (2020) claimed that appreciation is more effective than apology.

Certainly, this is true in cases of minor service failures, in which customers perceive
slight social exclusion. This means that appreciation performs enough restoration effects to
completely restore the customers’ self-esteem, and thus performs the elevation effect. As a
result, if and only if the service failure is minor, appreciation would be more effective than

apology as stated in previous research. Therefore,

Hypothesis 1a. In cases of minor service failures, as symbolic recovery, appreciation is more

effective than apology.

However, in cases of severe service failures, customers perceive strong social exclusion,
which lowers their self-esteem significantly. Previous studies have shown that persons do not
take different self-views from what they have for themselves, even if they were meant to
compliment them (Swann, Pelham, & Kull, 1989). Based on the notion, if customers’ self-
esteem is not sufficiently redressed by appreciation, the customers never take the praise.

Note that apology explicitly expresses who is responsible for the service failure, while
appreciation does so implicitly. As a result, according to previous research on social influence
(O’Keefe, 1997), apology performs greater restoration effects than appreciation. Thus, in
cases that service failures are so severe that appreciation does not completely redress
customers’ self-esteem, unlike the latest research on service recovery (You et al., 2020),
apology is more effective than appreciation. Therefore,
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Hypothesis 1b. In cases of severe service failures, as symbolic recovery, apology is more

effective than appreciation.

2.2 The hybrid strategy consisting of symbolic and utilitarian recovery

The latest research also assumed the hybrid strategy consisting of symbolic and utilitarian
recovery and found that appreciation is still more effective than apology. However, this is true
only if utilitarian recovery is provided in a large amount. When appreciation is combined with
a large amount of utilitarian recovery, the hybrid strategy redresses the customers’ self-esteem
completely, resulting in appreciation’s elevation effect. Thus, appreciation shows a superior

effect to apology. Therefore,

Hypothesis 2a. In cases of utilitarian recovery being provided in a large amount along with

symbolic recovery (appreciation or apology), appreciation is more effective than apology.

However, some service providers are on strict budgets and can only provide utilitarian
recovery in a small amount. In such cases, appreciation does not perform enough restoration
effects to redress customers’ self-esteem completely and does not perform the elevation effect.

Therefore,

Hypothesis 2b. In cases of utilitarian recovery being provided in a small amount along with

symbolic recovery (appreciation or apology), apology is more effective than appreciation.
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3. Methodology

For Study 1 investigating a moderating effect of the severity of service failures, we
utilized a 2 (the severity of service failures: minor vs. severe) X 2 (the type of symbolic
recovery: appreciation vs. apology) between-subjects experimental design. 393 students from
three different business schools were randomly assigned to one of two groups, the “minor”
group or the “severe” group. Like the latest study, we applied a scenario about a delivery
delay at an online store to our experiment. Participants were asked to imagine that they
ordered a textbook online with a two-day-delivery guarantee. Among them, participants in the
“minor” group were asked to read an additional scenario that they received the textbook on
the third day. In contrast, participants in the “severe” group were asked to read another
scenario that they received it after a whole month wait, while their classmates did on the
promised day. Then, participants in each group were randomly assigned to one of two groups,
the “appreciation group” or the “apology” group. Participants in the “appreciation” group
were asked to read a scenario that the service providers said, “Thank you for your patience.”
to them, while participants in the “apology” group were asked to read a scenario saying,
“Sorry for keeping you waiting.”

For Study 2 investigating a moderating effect of the amount of utilitarian recovery, we
utilized a 2 (the amount of utilitarian recovery: large vs. small) % 2 (the type of symbolic
recovery: appreciation vs. apology) between-subjects experimental design. 489 students from
three different business schools were randomly assigned to one of two groups, the “large”
group or the “small” group. Like the latest research, we applied a scenario about a long wait
for a table at a restaurant, and a free drink for utilitarian recovery. Participants in the “large”
group were asked to read a scenario that they received a bottle of wine. In contrast,
participants in the “small” group were asked to read another scenario that they received a cup

of coffee. Then, participants were assigned to one of two groups (the “appreciation” group or
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the “apology” group) and each group were asked to follow the same procedure as the
participants in Study 1.

Scale items for each concept are adopted from Rosenberger’s Self-Esteem Scale (1965)
and a satisfaction scale by Spreng, MacKenzie, and Olshavsky (1996), respectively. As for
these adopted scales, Cronbach’s alphas for the constructs were at least more than 0.80.
Estimates for SCR and AVE were at least more than 0.70, and 0.50, respectively. The results
indicate adequate reliability and validity for the measures. Also, we conducted a manipulation

check to ensure that each scenario is perceived as intended.

4. Results
4.1 Hypothesis la (Minor service failures)

To test Hypothesis 1a, this study compared the levels of self-esteem and satisfaction of
participants in the appreciation condition to those in the apology condition on the premise of a
minor service failure. An independent t-test showed that participants in the appreciation
condition were higher in the level of self-esteem than those in the apology condition
(M=5.389, SD=0.963 vs. M=4.583, SD=1.142; F=1.410, =3.010, p=0.004) and satisfaction
(M=4.842, SD=1.372 vs. M=3.953, SD=1.245; F=1.210, =2.670, p=0.010). Thus, Hypothesis

la was supported.

4.2 Hypothesis 1b (Severe service failures)

To test Hypothesis 1b, this study compared participants in the appreciation condition to
those in the apology condition on the premise of a severe service failure. An independent t-
test showed that participants in the appreciation condition were lower in self-esteem than

those in the apology condition (M=3.422, SD=1.349 vs. M=5.032, SD=1.567; F'=1.350,
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=5.820, p<0.001) and satisfaction (M=2.056, SD=1.058 vs. M=4.512, SD=1.593; F=2.270,

=9.29, p<0.001). Thus, Hypothesis 1b was supported.

4.3 Additional tests for the recovery level

When we proposed Hypotheses 1a and 1b in the previous section, we assumed that if and
only if the service failure is minor and appreciation performs enough restoration effects to
completely restore customers’ self-esteem. In such cases, appreciation performs the elevation
effect, resulting in appreciation’s superior effect to apology. If this is true, the final level of
self-esteem in the “minor” group would become higher than their initial level. And, in
contrast, the final level of self-esteem in the “severe” group would be still lower than the
initial level.

A paired-sampled t-test showed that participants in the “minor” group who received
appreciation was higher in self-esteem than those before the service failure (AM=5.389,
SD=0.963 vs. M=4.789, SD=0.828; t=3.927, p<0.001), whereas participants in the “severe”
group who received appreciation (M=4.583, SD=1.142 vs. M=4.656, SD=1.202; =0.465,
p=0.645) did not exhibit higher levels of self-esteem than those before the service failure.
Also, participants in the “minor” group who received apology (M=3.422, SD=1.348 vs.
M=4.918, SD=1.088; =7.512, p<0.001) and participants in the “severe" group who received
apology (M=5.032, SD=1.567 vs. M=5.387, SD=1.517; t=2.818, p<0.001) did not exhibit

higher levels of self-esteem than those before the service failure, as expected.

4.4 Hypothesis 2a (Utilitarian recovery in a large amount)

To test Hypothesis 2a, this study compared participants in the appreciation condition to
those in the apology condition on the premise of a large amount of utilitarian recovery. An
independent t-test showed that participants in the appreciation condition were higher in the
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levels of self-esteem (M=5.016, SD=1.030 vs. M=4.473, SD=1.040; F=1.020, =2.410,
p=0.018) and satisfaction (M=4.244, SD=1.295 vs. M=3.442, SD=1.465; F=1.280, =2.660,

p=0.009) than those in the apology condition. Thus, Hypothesis 2a was supported.

4.5 Hypothesis 2b (Utilitarian recovery in a small amount)

To test Hypothesis 2b, this study compared participants in the appreciation condition to
those in the apology condition on the premise of a small amount of utilitarian recovery. An
independent t-test showed that participants in the appreciation condition were lower in self-
esteem (M=3.756, SD=1.134 vs. M=4.465, SD=1.585; F=1.950, +=2.750, p=0.007) and
satisfaction (M=2.452, SD=1.170 vs. M=3.507, SD=1.432; F=1.500, =4.350, p<0.001) than

those in the apology condition. Thus, Hypothesis 2b was supported.

5. Discussion
5.1 Theoretical contributions

This research has some theoretical contributions. Whereas the latest research claimed that
appreciation as service recovery is more effective than apology under any circumstances, we
identify conditions under which apology is more effective. First, in cases of severe service
failures, appreciation does not redress the customers’ self-esteem completely, and thus does
not perform the elevation effect. Therefore, unlike previous research, this research claims that
apology which performs greater restoration effects is more effective than appreciation.

Moreover, in a situation where utilitarian recovery is offered along with symbolic
recovery, the amount of utilitarian recovery also determines which symbolic recovery is more
effective: appreciation or apology. Whereas the latest research claimed that combining
utilitarian recovery with appreciation is more effective than combining with apology in any
amounts of utilitarian recovery, we found that apology is more effective than appreciation in
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cases of being combined with a small amount of utilitarian recovery. If the service providers
offer utilitarian recovery only in a small amount, the effect of utilitarian recovery on self-
esteem is not enough for helping appreciation to redress it to the ordinary level and thus,
appreciation does not perform the elevation effect. Therefore, apology which performs greater

restoration effects is more effective than appreciation.

5.2 Practical implications

This research has two practical implications. First, service providers should choose
whether to say “Thank you” or “Sorry” to their customers depending on the severity of the
service failure. In cases of minor service failures, service providers should say “Thank you”
rather than “Sorry” to their customers, while in cases of severe service failures, they should
say “Sorry” to their customers.

Second, service providers should choose whether to say “Thank you” or “Sorry” to their
customers depending on the amounts of utilitarian recovery when combined with symbolic
recovery (appreciation or apology). With utilitarian recovery in a large amount, “Thank you”
would be preferred to “Sorry” as stated in previous research. However, some service

providers have limited budgets and can provide utilitarian recovery only in a small amount.

Under this condition, they should say “Sorry” to their customers.

5.3 Limitations of this paper and future research

This research has some limitations. First of all, subjects for our studies were limited to a
small number of business school students due to constraints on time and financial resources.
Also, the scenarios were limited to some types of service failures. Future research should
conduct experiments using a large number of various participants as well as other kinds of
scenarios. Moreover, future research can be conducted to identify the effective service
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recovery for customers whose self-esteem do not get affected by service failures. Also, the
effects of the hybrid strategy consisting of appreciation and apology to customers’ self-esteem

and satisfaction should be investigated.
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oA VAR WREGRSC - 1S ST TSR EIRENIC I D MLA TS, M, BTl a e T T A L A D
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STWe, ZOEHIZ, BEROEHET EFRU XS RIEBHZIT > T RWHE L, /NNFEI LD EZFE-T
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BEFER S PHIFL D 512 20%75 30% M L7728 fEF 3 TR 22 BUE O R K
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T—=TARTZBE> C—ERERT, 77— &y & gD B L ARLHERN R IREEIZ
EHT5H, BIRIL, 08 & —FFICERT 27 XX MC, RS 21TV, 77— 7Bk
WAL TSN E2bIZ, BOSEZEMT 5, £ LT, RIEERIT, FEORE
KDL, W7 —r% 275 (KE3EH),
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ABT T EDONATA MEREIZEY, 5T =7 FADY L—D X TR x5, LA, [F
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V=R DONy v ad T~—0T 0 7013, ATHLE VR D, EFHFFEEIT, EBICK
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D,
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£ 4T REEHE - BADR
A7 w7 bEERT ORHERGEE ORERE L RANAEE, U Tolkh T
b2, THNL 1VFERTOREE LRI 2 @A THY (MR 4ZH) AT eV =7 M

B R ORFHIHEROEEICHIKTE 2 THAS D,

E% 34 REHE

(HAT : 1)

7~9 A (50%) 10~12 H (10%) 2021 4 1 A LABE/3mo
72 b 70,740,000 60,966,000 62,814,000
LEE 21,929,400 18,478,200 18,678,900
[l i 2 150,000 0 0
FHF 48,810,600 42,517,800 44,135,100

o 5t EEMNER
(8 7 ARNCIER] « Ik L=tEIED NS X #—F > hDA v AZ 7T KFIHFE (cf. =1
F— L4, 2020) X FEEBIEERINEICA A X 7T DEFIHT HANOEIE (f A F—
L, 2020) X FMIHE3%) + B 7 AMD O BIRY DIEERD NI X 4 —F v DA A
X 7T AFIHE X FEEEEERNEICA VAX 7T AE2FIHT 5 ANOEE X FIHE
2%) X T —A RGeS (cf. ¥ 74, 2018) ((HR@ZM)

o ZEEhE R
{7 — A R TS X JEMER (cf. fi54S info, 2015) + #WANEEZEEF 1,800 F (cf. B A
g HP) } X IR5e FEMEE (8O3 K)

o [EE 2 R
7HnrU—1 AL 7P — X 5 [ (f. KAIZUKA ~— /> T 47~ T,
2020) X 20 A + BYEHI(EE 15 5 (cf. L7772, 2019)

B5E HhYI

Slalix, fEFFER OB MIBL OB EX 2 7nY 2 7 bRIRELz, 27 rY 227 b
TIRIEHFEER Y 2T 4 v 7T —=THEHMA v 74 VIEAY A P %D EF 5 2 & T, {fEFF
DOFREMMEZX %, 2L T, #JedeBouquet & \» 9 & 7 & ffIF =Bl fCFICEMRL TD &
5 Z LT, BERIRL Y — v AR H OB T 20 5 o AEER A 2T 72 v L FE S BRI
BH, 20— A— AN, RIGOMHEBB LIV EEI AL BFET S, 2D X5 ALZD
Bz, BRI auF YA L RICEDNTLE -2 THEB. K7ud =2 F b,
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b7z vk & 7z WEHDO AN % RTOREVEZZ 2 Z R TE S, A7y =7 b
X, ZNOEBEL CHEAOTEXZMELELI LI b0 TH B,

T, 207V PCEoTHEBICRIDIF, {EEEZDREALIKRO N, 7—
TICEoTHRAIDTFOLNTALICIR2 ., HETI ILhARA XY F 2L UEKRDOLE
% SNS L CHEET L., FED P BELREZFELE LI TH S, FREAEEIR. Shley s
XL@ﬁ%ﬁﬁi%xjthT%éﬂ HODBETbx 2, 7 =7 Lixo CTLlg % 58

WKL TWw3D% SNS ECclillid 2 bid, MEOFENARIEICOM AL RETHAS
Do

COARTB Yz M FilaouF v 4RIk ARFIELOREICEENT S L
i%%%h\ﬁﬁ%ﬁukofi\ﬁ%%@aﬁﬁi@?#VX%%%%?%@T%@éo
B E W FEE i [E] A ok, TAEERITHHEG Y= b F— b HE X R i tic
. EBLWEPUE Y | EWIHIBREREHLS LS HETRELES> T i 20 TH L, LA
VT D VR EE L, EIRE Z DJEIH O N2 ICHY RRE 4 5 Z &, thasikicqe
DEEWZFHRBRIE L2 LICBP 2, K7uy 27 Mtk o T, X0 %L OfElg e g%
PETD2RALDERD . ZOfER, SNS 2l L 2 HBOLS Y 2O AL DFEE, E
HIhsoThs,

BHE

FREZdZ O/ NI B IIE, IR E CTREZbh3, TEEh B ZHEE 15 Y
F Lo, £z, NFEIFH 8H OB THHAHE —MIAIZIE, EVRAI T A NMIB
WCTAT T HEBR ﬁ‘%) IZHTe> TOLEZR, MY MA T 2 THETEE £ L, <
BLET, 2L T, B ETLEDRAILCHE ZTEWE 16 H1 OB Oaffms Ay A

Diam a2l U T < OMFERORB 2 THBE L E Lo RERAES, RELIAZIZITD LT
D 1T DRI, BHoEEZRLET,

iz

@ 4ERAEE 60 T X 3/12 W H X 4 A)vDd 6 H OfEERIES - 112 90% (cf. (LIEGHT
M, 2020) +60 WA X 2/12 1A X 7 A5 8 A OFEMSREER - F 1k 50% (cf.
J= £ 2020) =14.8 T A

<Dﬁﬁﬁ¥w%ﬂ%ﬁ6wwé@fﬁyy4 2018) LV, &/ 30 4/MLEE, 77
A ZNT — A i Fe Mg Iam R 3.8 T (cf. f54S info~~ U 77— = OFF~, 2015) 7>
HAEDETEMMAAR TSV 3 5 48 E, 3 7 -+30 44 =1,000 [
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@ FIHHFLEH - 1L L2 A 3%, £ 9 TRWA 2%, 10~12 HIEH - il 10% FBET 5.
T~9 H (7.5 5 X81% X84% X 3%) + (7.5 i X81% X81% X 84% X2%) X 3T
M. 10~12 H (1.5 FH# X 81% X84% X3%) + (13.5 J7#L X 81% X 81% X 84% X2%)
X 3.4 i (FEOEGEMREEHEME AL S ZAH) + (15 THLXFED 90% X 81% X 84%
X2%) X 3.4 M, 24EHLIKE (15 T X81% X 81% X 84% X2%) X 3.8 H (&
REDAMASIZ R D 2 & 2 480E)

@ 7 — 7= 20~30% £ VD ¥ 25%, 7~9 H (3 T X25%+1,800 1) X 2,358 fi,
10~12 A (3.4 T X25%+1,800 ) X 1,794 {, 2 4 H LA (3.8 J7F X 25% +1,800
M) X 1,653 il

BEXH - BHERH

Forbes JAPAN (2020), J#& DO VIZEEZIEA S HERO 77T —m 2] 285 WY
¥H A%, https://forbesjapan.com/articles/detail/34159

i info~~ U 7 =2 2 OF~ (2015), #XHCRTIEWT2W! =27 4 77—/ L3k
B WEEH, httpst/wedding07.com/flower-price-high-reason-2102

AAE({E HP, E&W H /Sy 7 iEE - B4 55, https//www.post.japanpost.jp/cgi-
simulator/youpack_weight.php (F#&7 7 & A 20204 5 A 30 H),

T A F—2L (2020), T A PFEEROFRINE T 1EZ A, httpsi/prtimes.jp/main/ht
ml/rd/p/000001639.000001348.html

U7 vq (2020), TREMSKAFIE L7z BIE28 81.8% ! Hllam FIC LD AL — RO
HCH, A~ DFFEEAILE WV ? | httpsi/prtimes.jp/main/html/rd/p/000000
025.000027297.html

WEGHTE (2020), = v ) CREAEAGES], PIEREE 5705 2 (2020 45 4 7 26 H),
https://www.sanyonews.jp/article/1007266

ANF A (2020), FHE o v CREGSRXOEITI NSO 2 MW - X L LY TAREE
#4771, httpsi//hana-yume.net/howto/worry_wedding/

KAIZURA ~ =77 4 » 7~ (2020), [2020 &) A w7 vz H—v—0TF 1
T ORMVEFEY & B HXIRE, httpsi//magazine kaizuka.tokyo/entry/influencer-cost

YL 7T 7 (2019), [BHeAEY] B EZ E AT 2 &< B 2 RS ?
https!//www.somethingfun.co.jp/video_tips/movie-price-kojin

BAIEDT =T 4 7 (2019), FEMFRDOT A 7 MIAGEIZBBENL TN 28T TH0
T T AT A EBILOFIEE TR ! 2 httpsi//iwww.mwed.jp/articles/11564/
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FIEALZ AN~ H Yy HP, U =T 4 77— OFEIFIEE A7 Y 2 — VO IR,
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