5529 4 5 6 R Tl Rl (AP hi) Vol.29 No.6
2024 4F 12 H Journal of Hunan University of Technology ( Social Science Edition ) Dec. 2024

d0i:10.3969/j.issn.1674-117X.2024.06.009

IEE N 513 S s R IR 55 4 RGHE = EER 550n)
—IT R 69T AEA

AT, FAERR
CilRg Tl k2f & pr S5 MEke, Wim Ml 412007 )

W E: ATABEISREP 7L LA RANGHALSE, RLE P F @47 A 5T IRSGANH Z 6%
AL, BFRERET: ARARE P Fa47 A4S IRSANH EEAEA EG#Hn; L HA It
JRGAN B EE AR QY AT LEARBREF FOT RSB EEXZ TR PMEA, X4
ORGSR EFARBEERLA LAY AFTELERLZREP FOFARBESABEEXZ TR
AHER; ITRBRWEBETE, FOFAMNCHEZYYEGHATRBRALT CEZYGFIER, B, &
b FRAFARE P FETHGBMAER, BT THELFHRS, SHARA R BRI RS
ARFREGAHEE; BEXATRTERREASLEF IT TR, ARARARFAHBRE, Rt
MR S-ANBGEAZ 09 T &

XER: BRAR; BPF@ITH; RSAMUEEE; SERY,; IT FR

FESES: F272.7 MRS : A XEHS: 1674-117X(2024)06-0067-11

Impact of Customer-Oriented Behavior of Boundary Spanners on Service Recovery

Satisfaction: The Moderating Role of IT Resources
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Abstract: Based on the sample of boundary spanners from 358 customer-side enterprises in China, the influence
mechanism of customer-oriented behavior on service recovery satisfaction is explored. The findings show that
customer-oriented behavior of boundary spanners has a positive effect on service remediation satisfaction;
transactional psychological contract has a positive effect on service recovery satisfaction and mediates the
relationship between functional customer-oriented behavior and service recovery satisfaction; relational
psychological contract has a positive effect on service recovery satisfaction and mediates the relationship between
relational customer-oriented behavior and service recovery satisfaction; IT resources enhance the positive effect of
customer-oriented behavior on the psychological contract and strengthen the mediating role of the psychological
contract. Accordingly, enterprises should pay attention to the positive role of customer-oriented behavior of
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boundary spanners, actively cultivate the interactive ability of employees, and encourage the boundary spanners

to actively carry out reasonable measures to enhance the satisfaction of service recovery. Enterprises should also

utilize their own IT resources in the process of channel communication to improve the communication efficiency

between both parties and promote the improvement of the service recovery process.

Keywords: boundary spanners; customer-oriented behavior; service recovery satisfaction; psychological

contract; IT resources
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