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ABSTRACT

This study applied the concept of justice originated from social exchange theory to
investigate the relationship between complainants’ perceived justice and their behavioral
intentions after complaint management, and to explore the effects of anger and trait anger on this
relationship. Those who with e-mail complaining experience to Taiwan Railway Administration
in last 6 months were the samples of this study and were asked to answer the questionnaire by
retrospective experience. Data were collected from 154 respondents and administered by
regression analysis. The results indicate that complainants who experience higher level of
distribution justice, procedure justice, or interaction justice are more likely to repatronize the
service provider and are less likely to engage in negative word-of-mouth behavior. This study
also reveals that anger is a partial mediator of the relationship above. Complainants will feel
angrier when they perceived more distribution injustice, procedure injustice or interaction
injustice, and that will urge them more likely to engage in negative word-of-mouth, but that
will not affect their behaviors to repatronize the service provider. Besides, trait anger is also a
partial moderator of that relationship. Complainants with high trait anger tend to more likely to
engage in negative word-of-mouth and less likely to repatronize the service provider than those
with low trait anger, while they perceived lower level of distribution justice. But there will be
no difference between complainants with high trait anger and those with low trait anger to
engage in negative word-of-mouth and to repatronize the service provider when they perceived
lower level of procedure justice. While they perceived lower level of interaction justice,
complainants with high trait anger will be same as those with low trait anger to engage in
negative word-of-mouth but tend to less likely to repatronize the service provider than those

with low trait anger.
Keywords - Distribution Justice, Procedure Justice, Interaction Justice, Anger, Trait Anger,
Mediation Effect, Moderation Effect
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