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%5 1% (Service failure)XfE LAk 4 (You et al.,
2020), i fef i X 2 A b T I Y EE S 5 ek bk iR
SR EZL, (HIEIR SRR KR AT, b 3 v
(Forgiveness)fE N ZZ th FMAR B2 . {H 3% & To U2
WA 56 R Y FERl (Xie & Peng, 2009), [Hit, #F
FEIH B TE AR AT TN A IS o DR
K B T T N R AR A O R
(MR s 4%, 2020; fi3£%%, 2018). &R I FK (Yagil
& Luria, 2016) [ BE R R (1 AERE 55, 2017; PMT54A,
SPE PR, 2019; Wei et al., 2020; 45 25, 2018)4%,
TR 3 A 1)U 25 ) S A 2)XT1EE§3%’1,
3R 5 I 1R A By R RECHE it %o 1 % 2 98 R8RS M)
SRTN, AR /AT WFFEHR AT f 37 2 3 S8 2, MG 3540
AT S B AEATFCRAS . AR BE s s A, X4
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BATH SIS ISR o MRIHRETR Lt 2
IR L TEDL o 6 DICIRAYEE AR R, BRI

1AL vs BRI S5 2R DR A BRI R . AR
IHE B BT M55 R RAD R B RE e

\

HEVE 2 S AR R
AT H A TH B 8 (Nostalgia) & B4 TH
T4, TENRSS J BRI X 2% 3 S8 AR 52 . Bk B
Z WA R R IH SRR, QRS T S22 R i
7 Y S22 RO M, e RGBS T 9 A IR THE 4,
5| I (Kessous et al., 2015), AR FHAIHT 45
5 R AH B DR TH S 45 B AS A A4, 491 4an 6 4 [m]
12, WaT A2 2% 2 I 2 [E 5% (Dimitriadou et al.,
2019). R IEE 25 BE ™ AR AR . 4, PRIH
R H I (Muehling & Pascal, 2011), 3407 2%
H HBRE (Merchant et al., 2013), 7E AR 5578 55403k,
PRIH 3= R8T 9 10 %6 i % B (Chen et al., 2014), jif€
Ui 55 DXCAT LAAI P TH A% 25 P05 17 4 (Leong et
al., 2015), SR, PRIHREAR S #h Ry 2m, JoR
MNTH 2 w8 RO G W9 o ARSI P TH 5
UIRE A A&, VTR TH 8 B e ke 7 2% 2 PR TH
SERHH P SE A A T R AL, B AR IR 5 R
R J5 T 2 5 5 R T IR A RO R . A SCKIRA
TRVT I IHE 285 10175 A0 G2 5 9 O G Z A1 SE &R o
DI BIFSE 2 AN AR O S 7 A 1 PR TH 1 28 4 14
TORNE M 44k (Lasaleta et al., 2014), AW H,
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PRIH X i 2 B &A1& & (van Tilburg et al.,
2013; Zhou et al., 2022), PRIH XTSI 35 A E R
IS E FE 4 (Wildschut et al., 2006), 8537 5
AT AT AR AN AT i AR TG A VE R, B XA
B AR T A 25 72 A IR IH % 25 (Merchant & Rose,
2013), PR IH %5 e i 56 D7 b SRR A 2 7
BB, el s R 4E, 2011;
BILIEL 45, 2019). #H(Cheung et al., 2013). & (4
Bt 4% 2017; Zhou et al., 2012), F=ihisit(Hmk 4,
2016; M, ARHL, 2016)F R R TH T EH IMIHN 2

TH 2% # M IE G 26 i s e R 3R BT 2 M6, il
242 )% (Zhou et al., 2013). AR 45,
2016). t-£4/%(Loveland et al., 2010)%:, AV
IR TH B RS T S R IR TR SR, R SR E Y
From R . Blhn, PRIHT 545 0 i 2% 6T i iy
FUM S (Zhao et al., 2014), IEHN9H 2% 04 0 mfL
WEE(BELE 4, 2019), EBEZER M (vs. L
PR (BREG 55, 2017). SR, XL £ 24
HRE e R T, AR R IR S I B R IH VR
LA Al 55 45038 0 AF 9 32 22 6 K AR TH 6 Bl 45 A 0 R
IR 251 FH R S A ek, o, R4 TR SR IE 32
U IR 2% 2 L (Chen et al., 2014); Jilif 5 X M
Ui 25 (/)R TH I 2 e 334 in Ui 7% 1) 7515 [ 2 & (Leong
et al., 2015), {H&, 7EARSS R IRIESE A IHBE A
HEIH PR TR, MARA IR K, I, AR R
£ TR 55 2 1R T B T MR IH X1 9% 3 9 2L B 5t
RN LEDLH]
12 HHEEER

T 2% 98 AR 2 H 20 FE S & N TE L
PARE, 8 A GRS MR E AR, I A
I AN R 04175 25 (Joireman et al., 2016), AW IR
TIH 288 XRS5 Joim ERM TE AL, S HR ALY iR 55 5
FEMANTF A% PR Y BUIR 45 K 1% (Sivakumar et
al., 2014), P, AHFFE T RITH 94 TE AR 42,
LB A AR S5 N B o MR S5 SRR AT K 5 | L 2 3 T
B N 7 B e, Wk 2 (Grégoire et al.,
2009). 148 (Mittal et al., 2008)55 1 2% 3 171 T8 S -
AR, T an el & T4 2% % 1E R B, W se i, Xf
A EEE L (S 5§, 2023; Ran et al., 2016;
Wei & Ran, 2019),

o L EAH KIRINSERE 2 B HL(Fehr & Gelfand,

2012), FEMRE W TUHNE 45, BT A kA
BE o TENBRhgE GRS B AR F RSO ) 4b
PRI, ARE 5T 5 &2 (McCullough et al., 1998), 7E
R 55 R R, T 2% T A B T A B2 R 2
X F . EHEEIE(Xie & Peng, 2009), [ A% 1
8 (Chung et al., 2005), I, #RITARSS S =0 dnfaf
PEETH A TR B X EE, AR BB
R TR A TH e B4 T % 3 SE A0

DA X 3% 3 58 20T P T oT 224505 3 25,
BRI OB R, WP 2 H A S
FE A AT R SRR SR AR AN W] R fE LT
PR P TE AR e 48, 2020), SEHUEMERAEXT
T RO I [ 20 (fr] 56 15, 2018)45 , 5 W 5TIH 9
5 M5 AL BT A DG R, BT 2 3 X T R
A BT 9 5 RS PR AL E C R MR, TEIRSS
IR 15 I B AT A 5 2 (Yagil & Luria, 2016), 55 =250
FEMRSS RGN ZR, RIIR 55 2R AR B kb Rt it
XU 2 TE AR, AR IR S5 R R A I ER Y
JEEME L AR RRCEE . B, EshRhRL g sh b
FOE RE AR HE TEAIN IR, FEEIPR, 2019), H B
s JL D 7 S S BRAIE 4 S L (TR . %, 2018), A
A9 B T REAR A T 9 3 S AL (HIRESRE 55, 2017).

SR, ARDA BRI AT R 2, RIal B9 2%
BHEGEA, ASCEE, WIHESE N —F RS 5
HZE, BEM AN EWIETES, I ETE A,
13 HBEWHNEA

A% (Empathy) 2 A B A 4 WAl AT 2501 3%
PR LU &5 SO )3 B (ER IRe A% 4, 2023), L35 IA
JN A% (Cognition  empathy) A1 8% H: 1% (Emotional
empathy). AR H B FIR 26 Ath T 25 R0,
AN S FEXT YA T ORI B A, 1 25 L1 48 2
NG 25520, X BN FE, IF = A A U 1S
28 ) v (Lamm et al., 2007) . 3455 19 5207 FIFEAE & %
X7 T RGO D IR X A
RV B ()T, R=Al, 2016; BPUM 4%, 2016;
WM 45, 2022; FK3CHT 4, 2021) HeAF S AT L
BRI nEE AI5EFE (Kunyk & Olson, 2001),

LA R R A A MR A AT 4 . BE A A
A RSB, 77 A 5 Al AR 1 25 R 25 (Decety
et al., 2016), LMEMFR A, HiF5FEE ST E
BAHOC, HedEsE At & 3l(Zhou et al., 2012) AL
PR, HAFTEPRIH XA 22 0 A e g /AR

TS, ARSCHRH, WIHRB I A LS . 5 —,
PRI N 25000 a0 A B At & 6 R, it &
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S 16147 M (Sedikides et al., 2015)F1) J& 7 B (K
%, 2016), SRR | BEA# A (Sedikides et al.,
2015), Mo Ar9ILiE . B2, WIHRI 250
(BRI 55, 2016) K 78 %42 42 J& (Turner et al.,
2012), At 23 3% 4 R 78 22 4 SRR 1S I %o fth A
A% (Mikulincer et al., 2005), 25 =, M IHW/E;
M, PEE XA AR . Turner 45(2012) % BLll1Z
5 — Bk A D B PR TH A, BE A AT B fige e
JRERREAAR, ol Xk RS A A2 1 g DL TSGR o AR SN,
PRIH$E = 1 283 XA s, L8 T g e 1
TH 9 T AL I 5, A5 Aol F0 i 55 4437

vk, A 8 a1 B AL R A A~ i AR
PRk B8 20 I TR 28 B A X6 X T R L 2 4
(Batson, 1990). 44X X] 5 B A o3RS, AT
A] e J5iR H JU# (McCullough et al., 1998), [HiH.>4
AR m B, A S SRR SRR, AL
TS W AUCRBRCGRIGER 45, 2023), SRl MA KT
J7 FRBE 25 IR S, A Al N FE AR, X5 5E AL IE A O
(Epley et al., 2006) F&F I BHAE FA N HAK P A
WA, ASCEE, g 2 vE A B Z T

ZE BT, A SCHE R IH B A, XN
IR LW B, AT W IHIE S 7 A 5 22
AHIE B B, AL4E SRR . PR AN 55, kst
155 B SR Ks R FHZE AT B Ab i A B b o e4h, AR SC
AR LA B XG0T DL 5955 & TH I 26 1 X 426 O
BURAIOG . TEMRSS Rk, RIHE 4 iR IH S
TR A R AL, W B X S IR S5 At
H, I E N R 5 SR A, B R RO O
RO N T s v i

H1: FEARSS SRR mE, PRIHAE U 9% 3 % il 45 42
PR TR

H2: JLIEE MR IH X 5 2L 52 ma v ke A 1R
14 mEREEEBWETIER

i I 4 (Brand  Image) 3 L B2 25 & Jit 1 fiE
JIRIE R (ITATHE 45, 2016), TR 5T 445 01
B 3 RN B IS SRR T, AL R O IR A A
(Bennett & Hill, 2012), fit 1% L G461 9 &
BN R RE S, AR . W RIS
(R, R, 2013),

TH P 5N ] b R 2R A ) 56 R VBRI, 23
TH 2 XA TR R B AN R (R, AR,
2013). V4 2% 5 Y L (]2 A O R E
(Communal relationship norm)=E5, SRIEH(EILHIE
WOCFR, M P SRR R R A O R

3 (Exchange relationship norm) ¥ 5, 5RIFF| 25 &
(R, AR, 2013),

214 ek B 75t R AR IR 55 R iR, A 06 Rt
7 9% 3 I 5 TR L LY R SR R AT BB A,
SR e o 1 e S 1 B R = SN (bt
(Bennett & Hill, 2012), i@ 3AE ORI . FI,
PR TH B H5AFE hy T 12 78 et 1 e ok T B i R 0 T
S IR (R, YR A S R R A R 55 R
R, 2CHOC R E A 2 TR 25 s e (R,
ZEARE, 2013), PR IH 3 A 4R o I M TR oK,
X R g 6 R IAMEA BR . RAEWIHEE m 3, (A2
LG TCPAE 268 S R SR o DR R TH 35 4 7 i
YRR 55 1R X T 2 3 8 VR R 2R

PR, ARSCHEH

H3: fb IR G AR /R o X i B2 AL
Ji, MR 55 e iR B M TH AR 2 SE A0 X T RE T 2,
R 55 2R A Bt PR TH S B 2B VE R 2K
15 BREXREEUMIATIER

R 55 % 1 7 B P s O 5 %o AR 45 2 DML R e A
B ™ OAY I (Li et al., 2020; Sengupta et al.,
2015), fln, i shE ERIT %, MIIRERE 15
SrEh B3R, SERE 60 AR I IR 55 2K 1R (You
et al., 2020),

R 55 % 15 B 7 2 o S MRS 9% 5 B ) AT
(Smith et al., 1999), k55 KRIRATH, li#
A UM AN B, BRI 2 1Y 9E
% (Gelbrich, 2010; Weun et al., 2004), {HJ&, 4iRkR5
R, HFE VAR E R, R R T
R, WARBEAFR (Sengupta et al., 2015), J5#& H
B IE R 2RSS, IR R E R
O £ 4 T PEAY (Roehm & Brady, 2007). IR 55 2 i ™
M5 0 6 7 (Nikbin & Hyun, 2015). $¥4r(Radu
et al., 2019) I 3K & & (Keaveney, 1995).

AT ARG & B0 22 T 6] 7 A R S5 O iR, T B
B, IR AR E M (Yi & Baumgartner,
2004), iS5 b i, R BB AR AL T
T B 83 IR, R 55 B A A e S B 5 4 1) i
% #MRL(Weun et al., 2004), Fitt, 24K 55 % i%™ &
BF, S TH X B 200 ) 5% M 40 41 553

Zi b, ARSCHE

H4: IR 55 2 15 ™ F P 7E MR TH 6] 536 0552 ) et 3]
TYER . X FREIIRS R, WIHME S5, A
X B AR S5 A, PR TH X T SRR I 3 T R

ARSI B 1,
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x1 KBWLCE
i

S PRI % S R
SR la(N-149) BT SESUMSE s B LRER ‘
S 1b(N=210)  TEfES BT E TS AR S L PFIFE IS
4k 22 (N=130 Sl 2 AL/ PR IEI X 5548 1 B W o
iﬁz&Nzng S e tmmnn e S
FRIN=300) B FEHE USRI I H3 s SRR
G AN-240)  RTEFSRIUUE RO EEER R H4: W S TR

2 S 1. PRIEX TR RO

21 3K la

SEES 1B H BRI E RN, BIPR IH AR R 2%
H RIS R B TEAHL) o Ak i 7 S
Y i Bl ) 5 ORI T M IH S 25 o AR 52
55 R s SR A BT 45 . RS5O
o AR R 55 T ey SR S
211 EWiFIt5RE

149 -k A FE P E RS HEAR R 2 E (116 £
P, M 4w = 24.09 %, SD = 4.59 B)Z# SNk b5
B, SCHRELEE I SY, S ER R T SCF IR R)T
R85 RO 7 1 R J s 1) 7 30 & ik i P TH 8% 0
(FE UL 2% i 55 1) B B e gl & e T IR R R
BTN BRI L, BT R SR o B
48 80~90 AEAUHY S ARy . B AT
W, AN ELE AN, 4 E O IR R
() — G T AR o — T B0 P i 0 S 38 3 5 B
T VR M THA 28 (R 45 D02 A8 80 (T D ) 4% e o
1o

2 26 WO ISR 8 oy —— IR 45 R R TE AT
%o BB R X ZRIEZR, BRI TUTY
St CTEMRETRAAS, IREBISEME] T, XIHRA
PRS00 EAE T o i —E R SR, IRIE IR, IR
% D3RRI e TR SE S . Bl I AR
FRIRZJGREEHRUT 3 ANMIHEQ = %4
A, 7= 582 E): “REHIRS B EREA]
PLERZ 7, “FRE 45 IR 55 D A0 4 152 02 WT LA At
(7, <RI B RUIAT R 55 D1 A X A5 R, 31X 3 /[R5
WA A e O R 55 SRR B FE A (0 = 0.84, M =
5.32, 9D = 1.06), F/afikFE T A0S E R .
212 EWHERE5HW

(HERG K 55

GLRVAR =S NI QY O T S TPTN £ D0 s o o1
(M sms = 3.97, SD = 1.59), MIHZAH M HHLEA T

E R IHR(M e = 5.29, SD = 1.10), t(147) = 5.88,
p < 0.001, 95% CI [0.88, 1.76], d = 0.97. Pt SEHy
la PRIHE 25 BT 20 o

(2) FE R K 5

MSTAHEAR t R IR R BoR, AT 4L gt
(M swa = 5.10, SD = 1.20), R IHLAH MBS IR 55
AR G5 H(M s = 5.54, SD = 0.86), t(147) = 2.57,
p=0.011,95% CI[0.10, 0.78], d = 0.40, F&UW 15 LA
LoaTIoe

A, DIAEWRE R B, ke SAHL KR EY)
I HE 58 M B 5 48 (Yagil & Luria, 2016), A T &84k
SR A ZE P IE X B8 A0 s i PR R 1T AR, X AR S
19 5 A LGS AR H AR RIE S H AR 5 5840 R AR
W, BT HALNAG SG . S5 LB, IH S
B AS 23 52 0 M 52 W 58 20 G DL I 28 R B 5% 1), HE
B 1 M A A TH X 5 A0 e v 7

SHG la Bk T ZEMRSS s, BOR IR IHIERAR
HEIH R IR S5 BRI BE A, SCRE T ERON . FEIX
AR, TP T BT G — A B R TH KU
PIXF 42, SEE 1b FF i — 2B BRI Y IR IH G 45 1015 &
5558 BT AN K S, M TH X B8 004 3500 2 75
FETE
22 3XI§1b

SCEY 1b A EHEM: —ERIEARNWAEAH
MR 55 RREIE BRI 1 BB, AFRTFEE la
o v B R 2 AR kAR S8l 38 [ A RE AR,
DL UEAR ] SCAb 8 5 F 3k g e fadd . R R5T
PRIHAE 26 115 & 0T 52 5 58 BRI SR FH GRS, IH
X} G B RN S B AFE o — SRR AN [ER IR B M 1H
EETERFE R BAORUL, MIH AT IR A
N AR R R 43 A A R TH 5 48 K48 TH (Batcho,
2020), XAEMIHAY EE 52, GiERIE T MMEL ),
JE R — TS RAE, BA 5 A AR AU )
B BRAENTFME T BT822 5 (Smeekes et al.,
2015; Wang et al., 2020; Wildschut et al., 2014), {H
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I 55 SR R AR 8T MR TH X 5 A A 52 i B PR FEBIL 519

ST BFIT RS U 1, AR SO R AN [ )
PRI T8 U0 2 & 5 — 3, ARSCAK, MEMIHE
AR IR IH AR BE ML I 2% & R IH G 25, DI EAT]
XoF G A RE A % — B M IHERR LBt [l 12
X248 5 VEAL 55 (Huang et al., 2016; Wang
et al., 2020),
221 EWREBESNE

210 44 2% H 3 [E W b #b X 3 (m Turk) ) 3 [ %,
ABER(128 Bl M = 42,43 %, SD = 13.33 &)
WG TEL NG T XS SRS . ol bl
I3 3 AR IHA, AR, =64, H
T2 B R PR IH X T8 Uk R, B R R HAT
T8 58 1 BT B R THDG 5 200 g i, ASBIFGE SR FH G
KBV EAEAE S5 BRI 224 R IH G 25 (Wang et al.,
2020) ELARSR UL, AR IH 2 G B e e b 5 5 A
HAE S, BEJG#EERE T A OBl 205 10 i gt
WA IR IS 25 3515 o SRR IR i Bl 7E 9t
HEWIHE G, 5 F—B A CUFRE i 5
13 B 5 fth N — 2 28 D7 ) o R 0% WO A AT TR TH A%
R . RIS T RS RS D — 1
B PN o T ISR AR, A A
BURE T RTILE MR 4 A kA

ROk, B R T LU RS A RS BE (You
et al., 2020): “IRACRET LI TKIELE T, TRRT
IR T T, 2% 11 53], R RESFAER D
IS ERAB R 12 54 F], BB T 1B, 7
BEfS, 3 Ao i gl R R S5 IR B S
e« TR BEAFIX ME BT ARRE, <2 JFimifi,
CEITIXAMEEL T BT R, X 3 AR

B 9 ) 6 4 (Xie & Peng, 2009; 1 = — it
A, 7= A% KEEL; a=0.71,M=4.33,D =
1.14),

s JE R EIE TR RSN DG E R
222 XWEHERSHH

(DEK 55

T B ES R PR TH AR AR A TH A 45 A R,
PR AN AN HTEE S 56 H 9 AT 98 Bl B 9 i i 5 VR
FIEAT T Gt o AT PR IH B S AR IH
P . FEERIRIH E X, Bl fa X R S
YEAE S5 M H NS TEAR R ZERE B 751 = — 8
WA, 7 = IEFRBEE L), BAORUL, DB
B IH R & 2 B R R L, Xk
RGBS AR IH IR T AT &
LS OER R =g (e e E N /L (EZY TN S % G S (TE- YN

PRIHSE A NAE 3 25 DU 8 R R 5 17 5 5t N — 2
S 5MEMRIE SN SR IE5T B BR80T S i N 2%
TEX =T 40 . DIRUWCHXA 2 R -2
— 0T AR R IHE 28 k7 2) RN X A~
F 2 KRB E B & — A MR I S 3)
PRI XA o F 22 KR b 4R 0 S — A AR A
IHEy S w5, MATT B e 3 AN4EEE T 4
FERAEER—BPEACC v = 0.74; ICC tppwn =
0.84; ICC wuwin = 0.90), KL AFT BYBEAYHT 43
Y SEAE R BT PR H, TN A A PR TH R B2 L B
AR IH AR B 135 . T 22 i k8L, 3 A4
TEPRIH(F(2, 207) = 39.91, p < 0.001, n; = 0.28), >
RMRIH(F(2, 207) = 18.27, p < 0.001, 0} = 0.15)F14E
RRIH(F(2, 207) = 17.40, p < 0.001, n2= 0.14) -#K
AR EZES . XTI R, AR IHA R &
MIHHAENRHE S PHA B EZEZSFM cpwna =
538, SD = 1.68, M guuua = 534, D = 1.72;
t(207) = 0.14, 95% CI [-0.56, 0.65], p = 0.889, d =
0.02), H-EH# B E®m TERAM rpuwna = 5.38,
SD = 1.68, M sus = 2.98, SD = 2.04; t(207) = 7.81,
95% CI [1.79, 3.01], p< 0.001, d = 1.09; M sz =
5.34, SD = 1.72, M pus = 2.98, SD = 2.04; t(207) =
7.67,95% CI [1.75,2.96], p< 0.001, d=1.07). iXi}
B A AR TH 2 R PR TH 2 B9 P TH R BE 30 3
TR, Ml IH BRI H W .

TEAARWIH D T, MAMIHA NS & & T
%W%IH@H(M sitpa = 5.00, SD =2.18, M gppmpma =
2.61, SD = 2.05), t(207) = 6.03, 95% CI [1.61, 3.17],
p<0.001,d=0.84; & TERNHM tpwua =
5.00, SD = 2.18, M sws = 3.95, SD = 2.73), t(207) =
2.65,95% C1[0.27, 1.83], p=0.009, d = 0.37, Tij{E
SERMRIH DT T, SRR IH 4L 1550 1 35 3 TN AR R
IHZH(M gimpma = 5.52, SD = 2.14, M rppmma = 3.13,
SD = 2.25; t(207) = 5.87, 95% CI [1.59, 3.20], p <
0.001, d = 0.82)FHEHIHM semmwnan = 5.52, SD =
2.14, M g = 4.11, SD = 2.80; t(207) = 3.47, 95%
CI[0.61,2.22], p=0.001, d = 0.48), XULHIMAMR
[H AL R PR TH A R A R

(2) FE R K 5

Tr 25T R, 3 NHAETE R EA 2 5,
F(2,207) = 5.68, p=0.004, 03 = 0.05, X} He o #r & B,
AMERIHA(M e = 4.60, SD = 1.00) HEL I
ERMRIHAM gpmnn = 4.41, SD = 1.15)AHHRAR
FEIHRIZHM s = 3.99, SD = L17)AIHHKFE I T
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56 4%

L

B Y T A SRR TH AR T T3 4L 1¢(207) =
3.29, p=10.001, 95% CI [0.25, 0.99], d = 0.46; H{k
PRIHZH AR T4 4 - 1(207) = 2.28, p = 0.024, 95%
CI [0.06, 0.80], d = 0.32)., i MAPRIH 24 i w38 Al 4
RBP4 IR 2 5%, 1(207) = 1.01,
p=0312, WHREUL, EMRMIHMERWIH G
BT, BESE ST AL, IR UE TR 1 A, ARSI
HR THAE 25 095 & S — 1 5 IR S R RIS AN A 6
B EAESS, AT R B T, XUEH T
HAVE A AR ZE, X 58 25 i R SR A7 AE o

SCHG 1b B T SCE 1a BUSESR . RAEMAIAIH
TR PR PR TH 7 o 9 B A4 A BRI BF- 7 2 B (Willdschut
et al., 2014), 749 #F %0 F X (Smeekes et al.,
2015), AN A R G PLEAE (Baldwin et al., 2018)
G HAFAEZE S, X8 BBV & — 0 . TR
B, PRIHVE M AR CRURAR G 2., #PREAE i S8 40
S 2 WA X — RN T SR LA

30 5eHe 2. SRR AR IR

31 SEI% 2a

SEEY 2a 1Y H R FAS R AP I B R R 55
RARIEEE, Bk i i b AV T HE B H: At 2 4K
i e

JUAE AR SN PR TH 2 3 s, 1 4 1F 5 40,
fHE, A HA AT REM LS ? 2E—, PRIERE N
AR R S B R 5 46 (Faul & de Brigard, 2022),
AR R T o 3K T RE A AT S TR R AR SR
524 F AT B E, R 0 B8 40 (Wilson et all.,
2000), =, PRIHAEAAC 1 B P (Huang et al.,
2016), HAAFPRAFTREMESE TR 55 =, I IHAETR
5 [ 24 (Wildschut et al., 2006), =5 [ 2534 M4y
SFA 4347 M (Sedikides & Wildschut, 2019), 1 7] g
PRPETERL S5, PRIRB MBI IE 45 (Fe 2% 4%, 2016;
Routledge et al., 2013), A GEAEHETE 4, AN S LG A
HEBR 1 6 1] 5l 1) R
311 EWmiRESNE

130 >k [ KRR FE R 22 A2 (73 A
PE, M g = 22.96 %, SD =2.57 #) %Sk 5o
5o 3K Sepl R BEAIL A A 2 (U TH RN il 4),
FEAl ST 5E I

B, YOKBEYL B ALANFE R . RIHA
B E B ) TR AR IR IE, A UR R 1] 3
AERTEYEMZ) ARERT, ATHRRTEX L, R iR
FFEFOR”, FHA NG B0 2 2w

AR, RAEX B RErAT, RSN —FE,
SR AR BT X T4 TR s, BUFE AT LA
SEOTE D0 B SR AT B (TR DL O 288 R 5 1)

Z I, A AT SR B S5 O ) SE — 2
g, RIFUEIPE, WEIF R EIRA JLEE
ikAE, JIf Hmiz R B . R R RN X —1E 2
Jei, BB R nT LR B S A &

Bifi J 4 A B 2000 - 3k T % 3k A 1) I 55 2 R 1
BRI FE B T <BAE, IRA ZE X FIE,
“BLTE, IRA ZTIRXFIE, “IRE REBE AR iX
FIG AT IR TC O, R KPR F AR X R
J5” (Xie & Peng, 2009; 7 S #; 1 = —HBKAH,
7= AW KFEE | 0=0.76, M =2.35, SD = 0.99),

TR, PO BIE R BX A X X Z O 1Y
18 28 ROV AE G I RS, & A RSO0,
DY, IRFEH(Zhou et al., 2012; 7 g, 1= —
MABEA, 7= AEHKREEL; o= 0.83, M = 3.61,
SD =1.43),

2 Je I A FT B B R, 3K b A iR
E0 LA G 2 BB P o 6 TR 1 ] 000 9 Ok
MR B & T R EE (Wilson et al., 2000; a = 0.29, M =
4.06, SD = 1.18), filln, <48 FRNF &M &
A, VR KB R L TARYS T AR M
A ] 5L 5 P (Huang et al., 2016; o = 0.96, M =
4.22, SD = 1.49), N, “SOR7EM G /RS
FF R, PR KRR ISR s %45 3
A~ ) T5T3 & H B5.(You et al., 2020; a = 0.90, M = 3.61,
SD = 1.43), fildn, “Fai R IE— /M ER A,
FH 6 4 [a) T 0 AR 15 4% (Holak & Havlena, 1998;
0=0.91,M=434,SD=1.21), a0, “FIEHPLR,

W2 A Gt As e Z A AT 7 IHER R 5 .
B E RS MR IH B E X, SR E B ESR ML B 58
FET 5 Z G 10 1% (Wildschut et al., 2006; 7 &
2ol = — SRS, 7= B&FE): “BElE
Za, WESEH SWIH, B S22 )5, AR
WIH RS, “Bw] & ZE, R EIR/NEHER
A6 (0= 0.92, M =4.91, SD = 1.29),,

312 XBWHEREHH

()RG5

ML AEAR t ISR WoR, X T HEH A
(M pas =4.57, SD = 1.42), MWIHAKPHLEAE S
IR HIE(M jna = 5.24, SD = 1.06), t(127) = 3.06,
p=10.003,95% CI [0.24, 1.11], d = 0.54 . X UL IHIRIH
TE 4 R A R
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(2) RN A 56 0.60]), VAR SR, B 2 1321528

MSTREA t KEE R B, RIHAM sua = 2.53,
SD = 1.15)1y 9k ik b 42 i 4 1) il X2 B0 1 X6 Al 45 2k
PR A T8 (M s = 2.16, SD = 0.77), t(128) =
2.15, p=0.034, 95% CI1[0.03, 0.70], d = 0.38, i%%%
WRES TS 1a A1 1b Y45 E, FRIRIGIE TR 1.

(3) 7T HE A R A fif R 114 322500

PRALFEA t RS R, MAIHAEAWM wna = 3.15,
SD = 1.53) 19k ik b g ol 2 1)l 12 B0 1 o 1
THEM pws = 2.61, SD = 1.95), t(128) = 2.25, p =
0.026, 95% CI [0.07, 1.02], d = 0.39,

Ak, MIHAHM ga = 4.58, SD = 1.31)AT# L
Ll Bl AR B S B (M s =
4.09, SD = 1.05), t(128) = 2.32, p = 0.022, 95% CI
[0.07,0.90], d = 0.41,

P IHZH 5 45 6 4 12 B 3T (t(128) = 0.40, p =
0.689, 95% CI [-0.40, 0.60], d = 0.07)F1%F 24 F #y%
TERREE(1(128) = 0.19, p = 0.847, 95% CI [-0.37,
0.45],d=0.03)% A B EM LR,

(41T REAY R A fif B

VIRIEAE R B AS 2, S R0 R AR i, SRR
R AR g, FEATEEA N 5000 By Bootstrap H1 A
% (Hayes, 2018), 45 iR, 7€ 95%M EIFIX (AT,
HAF A K25 R A 0 (b= 0.10, SE = 0.07,
95% CI1 [0.004, 0.26]), FRIAIAE AP A-VEH % .
TEF RIS X — A i e, A 728 & X PR AR 1 i 52 e AN
PR F(127) = 1.57, p = 0.118, 95% CI [-0.07,

HE—3E, TR IR IH X TE A0 Y B YR T3
TE AR SRR Y T RO . s . A% DL
1% 2455, #id Process Model 4 (Hayes, 2018)i#17%
FEHMREIOLE 1), 258K, BRILEZH, HAib
A R A 0. BAASKE, SHE M Ay
K4 A A 0 (b = 0.12, SE = 0.07, 95% CI
[0.01, 0.29]) XF 4T MY SCTERREE Y P K g 4 R A
%0 (b=0.01, SE=0.03, 95% CI [-0.05, 0.08]), Hl
B AR IR 25 A7 0 (b= 0.01, SE = 0.02, 95%
CI [-0.03, 0.07]), AR NKIREE R 0 (b =
0.002, SE = 0.02, 95% CI [-0.03, 0.05]), Ft %44
BRI 25 F A5 0 (b = —0.04, SE = 0.04, 95%
CI [-0.13, 0.04]) XFRVLIA, PRIHXT 5 200 52 i
Sl I A

SEHS 2a 38 A AN R 5% LSO R AL s B0
FEIBEDLIE, PE—A 50 T PR IH X 58 2L i I 1F B
TIAE A VER, [REHERR T 2R A 56 T R
BE L TR IE s . E BRI BT L SRR A 45 S v A
1) HAth 1T BE R
32 X 2b

AR SCIN R B R 55 R iR A e B R R O — A
AIRER AR REMLE . — 7 T, PR IH BB IR & RN A2 A AR
1% %% (Routledge et al., 2008; Wildschut et al., 2006),
DA AR I T AT 28 R AR S (B T, SRR,
2021). PRIHEKR WO BRI 45 7T Al 2 22 A IR 31 1Y
MR 55 J iR i B R B, T 2 AN IR 5 R TE AN

RaEFN: b=037T

T D = —0.04

LEFN: b=026

by = —0.037 -7 o

T apg s T

bay=—0.10 "~

;
,
,
;
¥
I\
\
N

- baw=—0.03

Bl 1 PRIHE X TE A A9 22 5 Hh A KT (SE T 2a)
#:"p<0.10, 'p<0.05, "p<0.01
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56 4%

FeE, I 2 ) 95 4 (Wang & Zhang, 2018). K1,
JRH ™ AR B AT R e E AR M TH R B R e 1Y
FEHIH Ao T — T, PR IH 2 v T A i S
(Vreeke & van der Mark, 2003), i 25, W
P SN EE AL (Zhou et al., 2012), K,
TH 9% 1T Be SRR IR 55 2k i SRR B . A IH
o0 B P A, LI AT BB S (T 9 A N B
BRI E AR, MMITE SRR, PRk, B
R A e R A A 2 A i, e R B
FE HA A5
321 LWRTEENE

130 -k A FERSEREAR FERY 22 A2(70 S
P, M g = 22.51 %, SD =2.73 ) Z @SN b5
5o 3K SR BEAIL A3 B A~ 2 (PR TH 2 Fn 4 il 4,
JEh ST 58 LS5

W REHL A B PR IH AL sl 4L, i1 2
5528 2a MR PZFE SRR, 52 H B
o ZJEIEE T 5528 2a AR AY RO R R KK
ek 30 20 B9 R 55 R DR B 4, O [l 28 v L 4 A G
[A]7i(Xie & Peng, 2009; 7 i EHK; 1 = — MK AH,
7= AW KFEE F; 0=0.81,M=2.68, SD = 1.14),

IAF MR T 595 2a HFEIW 4 A5
(Zhou et al., 2012; 7 H5&E$; 1 = —SB%H, 7=
JH KR | a=0.90, M =2.82, SD = 1.50).

Shy A 6 R AR R, A R R 2 I D ) 7 22
XoF AT B 1 SO0 2 S R AR B 3 A In) AR A T
M, BN, “PREEAFX FE BRI 16 E B AT R
SR R 55 SR AE T B IR 55 R (Hess,
etal, 2003; 1 = RIS RiR, 7 = “HM RS
iR a=0.86, M =5.73, SD = 1.24),

s, B EE T AR SE N A E R .
322 IWHEREHW

(1) WU K 5

AT TR AL, HRIHHEM ppe = 2.91,
SD = 1.21) Ay # a0 Ik 55 2% i 3R B0 L B sy ) o
(M s = 2.46, SD = 1.02; t(128) = 2.28, p = 0.025,
95% CI [0.06, 0.83], d = 0.40), H& T ZRIHIZE R,
FERAE TR 1,

(I 5 B ™ E AR B A R0

TSTREAR t RS &, MIHAM s = 3.35,
SD = 1.56)F 5 L 1 il 41 B9 il 38 B 1 o v A L
(M gws = 2.30, SD = 1.24), t(128) = 4.26, p <
0.001, 95% CI [0.56, 1.54], d =0.75,

PRALFEA t RS R, MIHEWM wna = 5.67,

SD = 1.33) 1yl ik 5 42 i 4 iyl g o ™ o A
W EZEFM pua =5.78, SD = 1.14), 1(128) = 0.50,
p=0.621, 95% CI [-0.32, 0.54], d = 0.09.,

(3)IL1H I A B8

DIRIHAE N H AR &, S Ry D AS &, L 1
AR, HEATREA SN 5000 (1Y Bootstrap HH A K
Ky (Hayes, 2018), 459 WoR, 78 5% EAFIX ] T,
IAF R PRI 25 AL 0 (b= 0.22, SE=0.12,
95% CI [0.03, 0.48]), FMAIAF I HA1EH B 7F
T IS X — AR, A AR AR A R AN
PR EM(127) = 1.12, p = 0.264, 95% CI [-0.17,
0.63]), VEEALERS T 2P MEHOLE 2), &
W2 13,

b=1.05""(0.25)

WA 5=0.23

Bl 2 M IH X 58 2 e b A 08 vh A 4R (G256 2b)
H:'p<0.05, "p<0.01, "p<0.001

Rk, DWRIEAE R A A Gt SERE AR &,
FLAR AR 7 R B R A A R A AR e, TEAT AR
A 5000 f4) Bootstrap H /K ¥ (Hayes, 2018). %%
IR, 78 95%M B X T, A5 A K2
WA 0 (b = 0.16, SE = 0.07, 95% CI [0.03,
0.32]), FWIILAF AR W2 o BN ™ AR B 1Y
AR IR 45 AR 0 (b = 0.05, SE = 0.11, 95% CI
[-0.16, 0.281), &A™ & FE B () A 1E A
Fo HERR TR E AR A AR OLE 3),

HEF: 5=023
S b=-0.11

b=-0.50""

*\ A

Bl 3 eAE RN ™ R B 2 P R e (SR 2b)
H:'p<0.05, "p<0.01, "p<0.001

ZJE, T RS R AR AR R R O ik

g, DRIEAE A28, SEAE M IS, Jt
7 ™ E R E R IAR y rR A AR i, BEAT DUREAS



54 W ERREE S AZTE B R R P v A

I 55 DR A5 58T MR TH RS 58 R 52 e B A PE L il 523

A 5000 f¥) Bootstrap % 2 H1 A K6 4 (Model 6, Hayes,
2018), Z5HR R, 1F 95% M EfEIXE T, sk
K45 5415 0 (b= 0.05, SE=0.07, 95% CI [—0.04,
0.227]), & B LA AR R0 ™ o AR B O 2 PR TH X 58 28
R A (L 4).

b=105"/b=-0.0004 .-

AIEHI: b =045

&R b=022

B4 AR Rk 7™ m AR R 0 A X b A R 58 (T2 2b)
W "p<0.05, "p<0.01, " p<0.001

SEH 2b Bk 1M X G B R DL Y
TR, HEBR TR E R R X — T BE A AR

4 S 3. ahIEGERE TR

S 3 R AN [A] i R R R BRI H 5 58 R
LA IR R I (H3) o 1 938 5 i I 2L R DG 2R L)
A XREA T, BmBEE S IRBEA R,
A TH $2 25 17 B8 5 IR B 28 e i 18 1 1 SRR B
DR T itk I Y e, 7 IR 55 2 R IR P TH 2 2 0
B2, T RE ST L 50 9 B G RS2 S OC &R
R ET, R IMTAREE, MIHE 4 a2
MELAAMEETH 2838 X0 F 25 O U, ALk, X1 RE gAY
A, TER 55 2R RIS PR TH X 5 200 52 0l 1 2k o
41 ZWiFITE5RE

300 Ak B A E R 2 i A AR R R Y A
(158 2L, M 4 = 23.54 %, SD =2.59 )Z#H %
TNZE_EA e, SR 2 (IRIH : & vs s iil) > 2 (A
TE AL IR vs 5 720 ) Y 20 1) 52 56 (P e
$%. https://aspredicted.org/h4x7c.pdf),

SR AL T PRy, B — BB R M IH R
I HIE R R BRI P AT 55 o PR IH BRI
5O 2a MR, ZJE R MBS R RIERAN . B
WIS, 0 AL Y 4 20 0 BRI R 2
“Eh IR FR oL ROG Tl i i, 1ETH 9% 7R B Al BT
B EZ— M EEREEE, — B R R A S,
FEA A E T . BRSO A
fiE 1 B0 5 OE G 4 B IR 2 <2 3 P R B
Tk Z+HRAH AN Z —, SFERTNEE 10
f¢78, BARERA L)), FEAE A E T
T R AE TR i, 7o T SRR TR TH RN

RO\ RIE G 2R ) i A ek, RIS 2 i fe
SRS L AR, AR SCHEAT T — TR I G L Y 4% R B
S 1), S5 AU T I B R R TR TH G 25 R
I RETE 52 2810 B A R

FEE B A 80, SEUSSEE 2a AHF]
1149 PXU ) B ) 8 TS0 e 0 6 R R 55 A iR A B, I [
2 B B 4 M5 IR] 3T (Xie & Peng, 2009; 7 548 3
1= —fitkf, 7= EFRBEL 0a=084 M=
2.54, 9D = 1.16).

e, A T RIS S O S HE B
42 XWHERE5SWH

(DM IH 5 il B GBI 56 BN 52 HAE

B 2 (MIH: & vs A5 < 2 (W BIE 4288
TRBE vs.fE 1 H)ANOVA KB M0 H 5 i e 425
RUNT 9 R 28 AR o 25 5 W 7s PR TH X 5 A0 323K
B3, F(1,296) = 6.69, p=0.010, n3 = 0.02; FIH
HIPPIRM = 2.71, SD = 1.25)[0 55 2 B 2w T4
HIZH PR (M = 2.37, SD = 1.03), I 5 258000
T Y ERON A L E, F(1, 296) = 1.66, p = 0.198;
R EERIE, WIHS ML 280 2 BAEH 03,
F(1,296) = 4.64, p=0.032, n3 = 0.02. HAAK, &
AL R T PR TH X S AR RO, PR TH 4 1Y
PHRM = 2.77, SD = 1.30) e HI AR M =
2.15, SD = 0.96)H FE &, t1(296) = 3.60, p = 0.001,
95% CI [0.25, 0.99],d = 0.55. R, X T HE S5
Jif, MRIHARPERM = 2.66, SD = 1.22)F145 20
(M =2.60, SD = 1.06)FH i 1) 5 A A X1 (8(296) =
0.30, p=0.766), M IHXF 5 20 5 B 5007 31 2% o ELAA
ZHAEFWE 5 iR,

3.0
58| OFEMHIH
26l BRIHA
24r 2.15
22f
38 2.0
1.8F
1.6}
14}
12}
1.0

2.77

260 2:66

TR R 5
K5 MRIHS S RIE SR AL S BAR (L5 3)
SEH 3 RN T A B RS IR X T
T Y A, PR IH AT AR SR SR, X T RE
R I 7S DO RN U A& Y SR NS

BB B
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56 4%

5 SEe 4. RS RURTEAERIETY
TEH

SR 4 HE— AR I EAT R IR —
R 55 2R 15 7 B 1 o S TH 5 58 RS0 A FH () o 5K
55 2b HERR TS i AR B S T R Y A AL
i, S 4 Ak, MRS KR, HIH
XF FE AL AR ] ELARCR U, X TR iR 552k
B, MIH B0 8 0 RS RRE S AL, (R, X
T R SS S, R IHARREAE U 58 40,
51 XBRESNE

240 />3 [E W 5 15 59 3k (m Turk) 59 € B A B
(131 2k, M aw = 4070 %, SD = 17.27 #)%
SYERSK . ALK R 2 (IH . 5 vs. g5l x 2
(R 55 KRR . 52 vs ™ H) W2 ] 1.

WIHBERIIE 5525 1 A R T IE SR,
ME— AR E R AR R E S R T . 3 F
KFRY NS SRR M R R IR 55 S IR 4 1
KA IR S5 KRR E YA s, %R T
“15 o35 7 H IR 45 S R 4H R 28 T 1 IR 45 2k 1%
YRR R, MATAERE T 60 24P (Li et al,
2020), ZJ5, FS5525 1 AHFAY 3 A R30I

TTE M R 55 IR Z SR IS 407 R, 1 = —
Wigh, 7= EFHREFEL; o = 0.89, M = 4.38,
SD = 174)0

ZJa, B TE R T M IH AR S5 O 5 5 1 1
PrS . WIHBERHR S I 5 5509 2a AHIE] (7
HER L= —SHEA, 7= ERAREEL; o=
0.98, M =3.47, SD =2.03)., k55 S iR 0 ™ & 14 (Hess
et al., 2003) 4R AR 50 (1] 791 15 S 46 2b #H [F] (o0 = 0.91,
M = 4.03, SD = 1.67), &Ji, #ikEE T AO5it
"] R
52 ZWHERSHWH

()RS

PRIH: @t 2 (RIH : m& ovs B8 x 2 (k55 1%
FEE R B2 vs P E)ANOVA K36 PR IH IR .
25 5 8 73 S TH R S 28] 7 AR TH R B2 1) FE 4000 k3,
F(1,236) = 54.78, p< 0.001, n; = 0.19; 55 K i%™
PR B M HRR B Y 300 B, F(1, 236) =
5.43, p=0.021, n; = 0.02; RIH5 MRS iR ™ &=
HAZ BEAE A2, F(1, 236) = 0.37, p=0.543, X
TR IH B ER DR BT

R4 JeiRmm e 2 (RIH: & vs 350l x
2 (M55 R E M . Bl vs. J“E)ANOVA i3 i

RV E BRI . RN, RS KRR E N
X SR 2] 8 i 55 R i ™ R B T 0N i 3, F(L,
236) = 84.81, p< 0.001, n3 = 0.26; M IHXF 151 i)
e 55 S i B I ERON AN W, F(1, 236) = 1.12,
p = 0.292; M55 kiR E M S5 IH M3 BEAE A
¥, F(1, 236) = 0.96, p = 0.328., XFEHMRS 2k i5™
R R I

Q)M IH 5 A 55 2 158 ™ 51 M0 5 281 28 BLAE

WL 2 (RIH: & ovs ) x 2 (RS KRR H
PE: B2 vs S E)ANOVA 56 PR IH 5 R 55 J< i ™
XS TE AR EAE . S5 R B, MRIHXT 58 2L
FRN B, F(1, 236) = 7.65, p = 0.006, n; = 0.03;
B 55 2 ™ B X AR FE AR i 2, F(1, 236) =
81.42, p<0.001, ;> = 0.26; e EE K, HIHSK
%R EEN L EAEM R E, FQ, 236) = 5.50,
p=0.020,n> = 0.02, EARUL, BRI IRS IR
ZMF T EE T WIE X S8R0 BB, PR TH 21 B B
(M = 5.74, SD = 1.29) b I 4H i 9(M = 4.78,
SD = 1.56)H 5 &1, t(236) = 3.60, p < 0.001, 95% CI
[0.44, 1.48], d = 0.65. #Rfi, 76/ 8RS RIRIE
7F, WIHH B BIRM = 3.60, SD = 1.53)Fifz il
(M =3.52, SD = 1.41)1 55 A X 3 (1(236) = 0.30,
p=0.766), M IHXT 52 BN T 2k o BARSSH
YEHINE 6 iR o

7.00 -
mEZGAEN
6.00 mpriAz
sool 478
§ 4.00+ 35 3.60
3.00
200
1.00
B IRS R IR FEE MRS RIR

Bl6  PRIHS e ss Jeim ™ Bk i s AR (L5 4)

SCHe 4 UEW] TS5 SR E R A IR AR X
TR KR, WIHRHETEA, R, X T
H YA R R, IR SE A B B AR R % o (B4
ERRE, 05 2b HERRARSS i ™ EAR R A o
VT 5256 4 B UE IR 55 2 DR A E R B 98 9 4 D
AhGE, S 2b B SS R BRI [ — IR G5 R R, A
[) i aC O B A R 55 R P MR B W E 2SS,
TESCHE 4, XA ARG KRR, B E iy
2 55 R R AR A 22 5 00, PR 55 Ok R A
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LR
6 ZEit5H5ER

6.1 #it5itie

ARWEFEH LT RSG5 D R B8 v A TH XS T 9%
Fo R SN TERL] . SE8 1a $RYMIR 55 35
WO IHTE 4, BRI IHA B TIE 2 E R4 IR 55
ARG LA, LH 1b it S R 5S ERAARER
IHFISEARIAIH, Bk 1T TR SEAL A2 . S5 2a
HI2b A TE A S B b S T S BRI IH, A
PO DA i 40 ot 1 iR 55 R AR AR B, — O TR PR USRI A
I E 58 R TR0, o5 — 7 1 3 uk A 2 58 4 v
IAE, F256 2a HEBR T AMAR R RYSCH L R
H 2 DASBCNG 26 55 T RE U RE, 526 2b HFRR 1
JERN ™ EE R X — W] BE B MR . SR 3 AR B
GARRNPTER, TR IEXT 58 A AR i0F, oyt 1z 754
i AR, (HXTRE ) B S RO . S 4 K A 55
PR ENE AR, SRR, A IHAE T
B, XS RARTCR . AT RIS [R5 25 0
WIHNE S, IFAEA R R 55 < B B FIA [ SCAk 15 5%
O E R SE D) — B s T I IH X B B
Wi, HERR 1 HA T BE A A S
62 HELET

B, AU R TIH R E S A ATN, e
TR S5 RARBYAHOCHESE o B T 2% 3 v8 o &=
FAER T 3 AR EE SRR AL AF, 2020),
X B §5 4 (Yagil & Luria, 2016). DI K IR 45 214
B R0 IR 55 A0 RAN] 2 o) B R0 (- AETE 45, 2017; P
JihE, FER, 2019; 4R 4%, 2018) . fH)E, RIHE
TR T 28 E B FE A, AR M ARBFSEIIE
ST MNIHIT R (AN IH 2 R A 400 i 51 % 1Y 1 4,
X 388 1E i 55 2 158 0 1Y S A A SR HEVE I, X il
55 P IR S5 ARG BN 22 v MR, S IR 55 R 1R A
v AT AE TR

B, ARWETEE AR TR IHAE R 55 #h b i)
YERL, UEBT T PRIH X 2% s s, 5 10
HEBFSE . UAEAF SRR R T W IH 125 8 80
(Merchant et al., 2013; Muehling & Pascal, 2011)H1
R 55 & 435 4548 ) 2 L (Chen et al., 2014; Leong et al.,
2015), {H 2 i B W IR DA THTE IR 55 2R 22 iy
YEMT . ABFSEY™ e 1 IR IH7E iR 55 78 B s i A
KB, TEMRSS R RmE, PR IHVE D —FhE B R n, %
KB H TS 25 R A2 #E T 9% 5 % A 55 42 A 35 Fn 4l
I TEA, T AR 2 S AR I R i

BLRER . BLAk, ASHIEFEIE ol AN [R) A PR TH e 77
SRS [A] 1) e 55 2 R A BE TR BH, IR IHAVE M A EFIAS
L&, ABREfE 56 2L, ¥ 78 17 MR IH 52 m ()
5. Pk, A AL AR AT T PR TH X Al 1)
WE, F& THIHRDIGE, A IHERME T —A80
P ARTT 1), $6 R T IH B AE 5T

8=, WATH—LEGT T AW IH RS AR
Xy R . AR = T e AT TR T S
WEEASEE R 22 5% . Flin, 76 —FY 5 b X
e, ARG R T 5 i O B R A R,
LR IH G & T 8 = 04 48 I8 RN [0 i ™ 5 i 2R
(Wang et al., 2020), ZHi BT T 4R 1H
EAMRMIH X N BRI S EAN T, RN IH 808
1o KT PR (R DA, TR 3 B v Y N R AR
(Wildschut et al., 2014), fiilfAER W REAR & 043 57
fi(Smeekes et al., 2015), {HE, fifF A5 E % =34
AP o ABFFEIRDT T AR IH AR R HTE AR 55
IR X AR 45 N DR il R ) S8 AL RE IR o ARG IE
SE, MRV IH RS PR IH AR RE SR M I, 32E 1M 52 )
TH D3 T R 5 IR FE A

S0, ARSCEE TR A CIESE . i 2 at
FER I, eI A H BT s, L AT LAY
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Remembering the past makes consumers easier to forgive: Theinfluence of
nostalgia on forgiveness and itsinternal mechanism in service failure

WANG Lili', ZHANG Xuan®, CHEN Hanyu'

(" School of Management, Zhejiang University, Hangzhou 310058, China)
(* School of Economics and Management, Tiangong University, Tianjin 300387, China)

Abstract

Memories of personal experiences, intimate interactions, and significant life events are examples of
nostalgia. Nostalgia affects not only individuals’ cognitions and emotions but also their behaviors. One prosocial
behavior that nostalgia might encourage is forgiveness, which is a process that involves decreasing unpleasant
feelings and fostering amiable and positive attitudes toward others. We propose that nostalgia positively affects
forgiveness. Furthermore, nostalgia can also affect empathy, an altruistic and other-focused emotional
experience. Previous research has demonstrated that empathy leads consumers to view issues from the
standpoint of service providers, thereby increasing their forgiveness. Thus, we propose that empathy mediates
the effect of nostalgia on forgiveness.

Six experiments were performed to test the proposed hypotheses. Experiment la (149 adults, 33 men)
employed real restaurant decorations to activate nostalgia. Common service failure cases were utilized to
measure consumers’ forgiveness. Experiment 1b (210 adults, 82 men) demonstrated that both individual and
collective nostalgia promoted forgiveness. Experiment 2a (130 adults, 57 men) used snack ads to validate the
mediating role of empathy in the effect of nostalgia on forgiveness. Furthermore, potential alternative
explanations such as focalism, relaxation, self-esteem, and positive affect were excluded. Experiment 2b (130
adults, 60 men) demonstrated that empathy was a mediator, and perceived severity was excluded. Experiments 3
(300 adults, 142 men) and 4 (240 adults, 109 men) showed that brand image type (warmth vs. competence) and
service failure severity moderated the effect of nostalgia on forgiveness. Specifically, for warm brands and for
minor service failures, nostalgia promoted forgiveness. For competence brands and for severe service failures,
there was no effect of nostalgia on forgiveness.

In summary, Experiments la and 1b provided compelling evidence for the main effect of nostalgia in
promoting forgiveness, as observed in real service failure scenarios. Experiments 2a and 2b demonstrated the
critical role of empathy as a mediator, effectively eliminating alternative explanations such as focalism,
relaxation, self-esteem, positive affect, and perceived severity. Finally, Experiments 3 and 4 confirmed the
moderating role of brand image type and service failure severity, shedding light on the nuanced interaction
between nostalgia and forgiveness under varying degrees of service failure.

The current study investigated the relationship between nostalgia and forgiveness and found that
individuals with high (vs. low) nostalgia perceptions are more forgiving, with empathy mediating this effect and
brand image type and service failure severity moderating it. This study adds to the body of knowledge regarding
the role of nostalgia and offers a new altruistic effect: increasing consumer forgiveness. Furthermore, this study
contributes to the research on the antecedents of forgiveness. This study has substantial practical implications
for marketing practitioners. Marketing managers can create more successful consumer interaction tactics by
utilizing nostalgia. This approach helps them address service failures and provide better resolution. Marketing
professionals can use this understanding to create more successful strategies for resolving customer complaints
and increasing overall customer satisfaction by leveraging nostalgia’s potential to promote forgiveness.
Keywords nostalgia, forgiveness, empathy, brand image type, service failure severity
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