






































































































































Recovery Strategies 

Compensation 

Facilitation 

Effort 

Empathy 

Apology 

Perceived justice 

Justice 

Justice 

Justice 

Service Recovery Satisfaction 

Service 
Recovery 
Satisfactionisfaction 

Personality Traits 
- Emotional Stability
- Openness toexperience

Gambar 2.1.Rerangka Konseptual 
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Behavioral 
Intention 

Re-Visit 
Intention 

Karakteristik Kepribadian (Personality Traits) sebagai Moderator Variable 

pada pengaruh Perceived Justice terhadap Service Recovery Satisfaction 
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