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The Influence of Customer Participation and Regulatory Focus on Online

Shopping Service Recovery from the Perspective of Prospect Theory
Chen Xinxin, Zhang Ting

Abstract; From the perspective of prospect theory., taking customer participating in service
recovery as the research subject, this paper explores the moderating effect of customer
participation on the relationship between two types of service recovery measures and service
recovery satisfaction and the differences of the moderating effect on different regulatory focused
customers. The results show that customer participation has a moderating effect on the
relationship between service recovery measures and service recovery satisfaction. When the degree
of customer participation is medium, economic benefit recovery has the greatest influence on
service recovery satisfaction. When the degree of customer participation is low, social benefit
recovery has the greatest impact on service recovery satisfaction. The moderating effect of
customer participation on the relationship between economic benefit recovery and service recovery
satisfaction exists in both promotion-focused and prevention-focused customers, while the
moderating effect of customer participation on the relationship between social benefit recovery and
service recovery satisfaction only exists in prevention-focused customers.

Keywords: customer participation; regulatory focus; economic benefit recovery; social benefit

recovery; service recovery satisfaction
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