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Impact of Exhibition Participant’s Perception of Service Justice, Customer Value

on Their Word-of-mouth Intentions

Xie Lishan' , Lin Xunliang®
(1.School of Business, Sun Yat-sen University;

2.School of Management, Guangdong University of Business Studies)

Abstract: This study aims to investigate the relationship between exhibitions participants’ perception of service
justice, customer value, satisfaction, trust and their Word-of-mouth intentions. According to the results of data
analysis, the author got the following conclusions: Procedural justice and interaction justice have direct impact on
customer satisfaction. Distributive justice and informational justice have direct impact on customer value.
Informational justice has also direct impact on customer trust. Exhibitions participants’ satisfaction and trust on
exhibitions organizer all have significant positive impacts on their Word-of-mouth intentions. The conclusion of this
research has theoretical and practical significance for exhibitions organizer to increase the service quality and
consumer value, and to gain the positive Word-of-mouth from exhibitions participants’.

Key Words: Service Justice; Customer Value; Word-of-Mouth Intentions
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