Appendix 1
Conditions:
Interpersonal justice is manipulated at two levels (A and B), depending on whether there is interpersonal justice for the other traveler:
Participant is treated neutrally, neither good nor bad.
Level A: the other traveler is treated much kindlier; the airline staff apologizes and explains the reason for the failure.
Level B: the other traveler is treated much more rudely, with no apology or explanation of the reason for the failure.

Procedural justice is manipulated at two levels (A and B), depending on whether there is procedural justice for the other traveler:
The airline takes the participant's suitcase to the hotel two days after the service failure.
Level A: The suitcase is taken to the hotel the morning after the service failure.
Level B: They take your suitcase to the hotel five days after the service failure.

Distributive justice is manipulated on two levels (A and B), depending on whether there is distributive justice for the other traveler:
As compensation, the airline gives a 25% discount to the participant for his next flight.
Level A: As compensation, the other traveler receives a 50% discount for his next flight.
Level B: As compensation, the other traveler receives a 5% discount on his next flight.

Source(s): Authors’ elaboration
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Scale items:
Realism: Collie et al. (2002)
I believe that situations like this happen in real life.
I believe that there are employees like this in real life.
The situation described about the service failure is believable.
I felt identified by adopting the role of the customer described in this situation.

Interpersonal Justice: Karatepe (2006)
The employee was courteous.
The employee was honest.
Employee showed concern and interest in resolving my problem.
The employee's communication was appropriate.	

Procedural Justice: DeWitt et al. (2008)
The time taken by the airline to resolve my problem was appropriate.
The airline was flexible in the resolution of my problem.
The policies and procedures carried out by the airline were adequate to reassure me of my concerns.
The airline responded fairly to my needs during the claim process.

Distributive justice: DeWitt et al. (2008)
The compensation I received after the claim is fair.
In resolving the problem, the airline gave me what I needed.
I got what I deserved.

Source(s): Authors’ elaboration
