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1 A

REVET A, RS R EE e R e KR
#, AARIRFRT PRAFEARST R ? AT
R 2R EMAE T ARG LR RIAAZXFEE
JT 8 A, ) ﬁulfwai%ﬁ)xi)dkiﬂ P AR
TR e RE, TARAY R BT A

Ik 55 2 % (Service failure)xﬁuﬁ‘ﬁé(You et al.,
2020), Ay i Xof 2 A b T I Y B B 0 b R 15
AR E 2, (MRS RIRAASS, fREIEH 3k 9
(Forgiveness)/E M & ohFIBAR 2L . JH 24 Te 2
AR O R A KLl (Xie & Peng, 2009), Ktk #F
SEIH P L AT I A S R L DA
K IIH T vE R n AT P BRI P D B R
(B %, 2020; fif 355, 2018). & Z K2 (Yagil
& Luria, 2016) &4 &= (I HESE 45, 2017; Fh 548,
FRE PR, 2019; Wei et al., 2020; <, 45, 2018)%%,
FEEIETE 3R]« 1) HE T 25 5 TE A 2) % B AL
3) M 55 e R A B FIUAN KA Tt %o 1 2% 5 B AR ) 52 ) o
SR, ARDA WSS HRHul BF 9 2% 3 S A0 . NI BE AL
PRI S B A AR L A B SR s 40, X g

W H 3: 2023-03-28

HH T H v A A R L.

AR M IH 3 5 (Nostalgia) i 4 B9 P4 1H
T2, TENRSS R R XT I 2% 3 v R 52 e . Bk i
Z B AR I IH SRS, QRS T S 22 R 2 v iy

E IV SRR RO I EI, e A T 2% IR IR G 2,
%li@/\ﬂ%(Kessous etal., 2015) . AR TRIH) 5

5 R DA IR TH S 4 B ASFH OGS, 6] 40 B 4% (]
12, AT AE i 3 2% & I 2% [E 5% (Dimitriadou et al.,
2019) . WA MIHE 2 ey A BRI . i, PRIH
AR SR B i (Muehling & Pascal, 2011), &y 2%
& B (Merchant et al., 2013). 78R 55 & 454U,
PRIH =R T 38 in DI 22 5 (Chen et al., 2014), Jik
e 5 DXRT LAAI A TH 17 2 7000 3 25 47 4 (Leong et
al., 2015). #Rif, PRIHXTIR S5 #b R s2mm, JoH =
TH 2 v RS G W o ARSI TH B
DIREAL A &, RV TH B B iy 2 & R TH
ERNH 2 TR AR A T AL, B AR ST R
R T 2 T A T IR A RO . A SCRIRA
PRI IHTE 26 19355 R0 52 5 S8 R R 2Z [ E & .
PIAEAIF 9 2 30 AN A OC F 44 7 A i M TH AR &6 14 1R
HORE M 48k (Lasaleta et al., 2014), ZA#F5E#EH,

* [H K AR R AR W H (72222018), K B SRR A4 1 LI H (71972169).
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o RPN R 51E L M IHB X4, BERT LUAH St mT 2L
A
1.1 RIH

PR IHE X o 25 i B AN E B (van Tilburg et al.,
2013; Zhou et al., 2022). PRIH Ay XT G2 000 35 A &R
FE A A FHAE(Wildschut et al., 2006)., 545375
A AT AR A Ao o 2 AR TG v R, HE B XA
O AR BT A 3 22 7 4R IR IH A% 4% (Merchant & Rose,
2013), AP IH Ao X 2 e 56 15 s S A i 25 . 7
B, e s (e R 4, 2011;
BELLEL 4% 2019) . #il(Cheung et al., 2013) . &1 H (1%
Fit %, 2017; Zhou et al., 2012) . 7= 4,
2016; #30, A%k, 2016)%F AN o E M IH I 25

TH S R IHAG 2 1 S2 e DX 2R B Z2 ek, il an
A4 (Zhou et al., 2013) . A SR (BRAK %,
2016) . fL4:HE/% (Loveland et al., 2010)%% . ki
iF R THE B AR T 2 2 AR IHTT R, 52 235 1Y
PR RPesg . Blan, MRIH T 52 T 9% 3 X a1
T ASJE (Zhao et al., 2014), 2% & i O ff%L
BEE(EUR 4, 2019), R EREM(vs. 2
FE ) (R E 4, 2017) . SR, XEEmoT FREAE
HRE T R, AR PR IR 54 B R TH AR .
AT R 55 S0 3 i F 5% S B9 B MR TH XS IR 45 1A 0 R
IR 55 A FH R A A2 gk, o, K T A IH 32
B Y 2 2 (Chen et al., 2014); Jk i 5 X M
T 72 1 M TH I 26 RE 3 i 2% 1 -1 [ 72 J2 (Leong
et al., 2015), fHJZ, 7EMRSSRIRIEE T MIHGERS {2
HH BV, WMAAMREW &, Bk, RFRE
£ M55 2 1R A5 B M IH X1 2% 3 9 L B 5t
RRHNTELH]
12 HEEZEM

TH 23 0 AR T 2 01 S A DT N TE O
PRARAL, W E LS R T R MR ARk, JF R
Ffir AR 9175 2% (Joireman et al., 2016) . ASHIFFT %
VI 28 G S5 i AR TE A, S HR ALY iR 55 5
PR G & T WA BER 55 2 12 (Sivakumar et
al., 2014), PKth, A58 560 BT 2835 SE AR R,
LB A RS A B o IR S5 DRI & 5 | L 23 X
B N o7 AR 6, B ik &2 (Grégoire et al.,
2009). 4% (Mittal et al., 2008) 2 {14 2 & 11 1 [ o
RJ2, SCuE an el 46 I 2 # I TH RN, AnvE AR, %t
A EEE (A 4, 2023; Ran et al., 2016;
Wei & Ran, 2019),

o A EA RIRIEAE 2B HL(Fehr & Gelfand,

2012), FURE /DN 4, B N & A
FE o AEANBRhgE T A0HE B AR AR RO 1 4k
PR, Rk 3L ¢ & (McCullough et al., 1998) . 7
R 45 SRR, TH 3% A Bh A B 2 A 2
M F& . EE{EIE(Xie & Peng, 2009), 1] A% I
fi(Chung et al., 2005), [Hitt, #5155 2% 3R s G o]
PERTH A T B E T, AW B E MR IHNE %
YRRV IR IH RE 75 (2 2F 1 % 3 v 2

DATE XTI 2 3 0 R0 PR T 220k 3 25,
BRI DN R, BB 2 A S
T A G RIHT R A AR R AR R AT R FE ML
PR 23 S A (R i 45, 2020), SRS MERAE Xt
T AL TE [ 5 (e 95 BE, 2018) 45 . 55 SRS I 2%
5 RS PR B R DG R, BT B 6 T
B anE g 5 RS PRAL G R R, TEIRSS
IS 15 #RT BE TE A (Yagil & Luria, 2016) . 2 =24
FEM S KRR G R, B IR S5 R IR A B FAD R it
XIIH %8 SE AR SE R, LS IR S5 IR R A AT
FEENE A #hRCAE . B, EShRh R sh Ak
BB REAEHETEA(FN IR, FREIPR, 2019), H W
v JL ()7 G S B £ A (TR, 4%, 2018), IE
AN B T BB AR 14 T o 3 S AL (R HESRE 4%, 2017).

SR, AR RIS R, RT3 2%
BEGEA, ASCE, WIHESE N —F IR 5 5
K, BEMA N PeE nINIHE 2, et ok sa .
1.3 HEHHNTER

1% (Empathy) &AM A | B fth A1 25 9736
PUARALUS 25 SO0 i 3 R (SR Deds 4%, 2023), fFEIA
14 (Cognition  empathy) F14 J2& L % (Emotional
empathy) . DA HEI 8 PR A7 FR Bl 28 RIS,
A BT g A TN R AR, e LS TR 32
f NG L g, X AR B [FAE, I AR AL 1
2k [ )% (Lamm et al., 2007) . 4% (9 52 1 AL EAE & %o
X E TR O . O IR X H Al A
R B9 (T 75, AR =41, 2016; BPUM 4F, 2016;
WtEmy 4, 2022; sK3CHT 4, 2021) . HAF SO Al L
B L IR A 5E 3% (Kunyk & Olson, 2001).

LS v R A A R A AT 2 PR A A
A RSN, 7= 5 AL 15 26 R4S (Decety
et al., 2016)., LIFEAFGE LB, g Sopd i hE
WA, fEH R E4E 2 BhHL(Zhou et al., 2012) A3
P, HAETEPRIHXNE 2835 v A i i AR

HE, ARSCER, WIHREE I R s . S —,
PRI N 2500 a5 0 A B AL 6 R, a2
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1047 A (Sedikides et al., 2015)F17 )@ 7 5 (MK
4, 2016), SEhh A AREIT | B Ah A (Sedikides et al.,
2015), HESRXMBARILNE . B, WIHMRIAE 25 0%E
B (PR 4%, 2016) F1AK 28 42 42 &% (Turner et al.,
2012), it 23 3% 2 ORIAK 78 28 4 SRR BB 3 Ik At A
#y3E1% (Mikulincer et al., 2005). 45 =, PRIH /1
M, FEX AR . Turner 4%(2012) % Bl 12
5 — A A PR IH S5, el A B B A e
JREREAAR, ol /0% R A A ) s DL R R . AR SCIAHy
PR TH A = 1 28 3 XA S, R X g e T
P H T A ESE, AL Al AR 55 R4t .

VR, A 38 1 B FA N L S R AR
P8 e 0 TR R 2 B R X X T o0 R R L 2 4
(Batson, 1990) . 444X X 7 B, A AT
Al fig 550 H JL# (McCullough et al., 1998), I>4
ARSI S, SRS SRR ST iR, A
AL AR B (R 45, 2023), BRI T
J7 ff 25 IR A, Sl N AR, X5 TE AL AH G
(Epley et al., 2006) . & T B Ao\ 0 2L P 4~
A, ASCER Y, R v Y T AT

ZE LTI, ASSCHEH PR IH B E A, X R
IR IHTE LR, MRS T W IH S 2577 A 5 2
AHIE B BN, AL4E SEIN R . PR A AN 55, G st
55 B SR K AR AT BIr A B A B b o A, AR SC
A LA B X G2 0T L5355 & TH I 28 10 X6 G200 ¢
BURNAOG . TERSS Rk, TRIHE# E B IR IH S
AR T R AL, A A X A B R 55 L
I TN e g5 P AR, TR L
Pk, AT 58 40

H1: FERRSS JCiRAs, MRIHAL U 9% 3 X il 45 2
HEF Ay TE A

H2: s 7E PR TH X 58 A0 s i hoie vh A FE
1.4 mBEEERRATIER

i UIE 42 (Brand  Image) 43~k i 12 4 i T fig
FIFI RO LT 4, 2016), RS L £ 45
B RN SIS R RE ), AL EE A AR AR A
(Bennett & Hill, 2012), fig )y A5 MIELIGTH &
N R RE T, EAE TR . M EE . AR
(R, AR, 2013),

TH 2 E 5 AR S T C RG], S8
T 2% 35 R AN [A) h REL A B OR [A] (R, AR,
2013), T2 SR B AL R 2 )RS S Rt
(Communal relationship norm) =5, 585 1F 3%
WOCER, MH I S HE ) B AR 2SS OC Rl

7\ (Exchange relationship norm) =5, 5525 % &
(R, 2Rk, 2013),

a1 R ot R AR R 5 A R, AT SC R
30 2 3 WA 55 IR e AL S ML SR B O R TR BB
IR = | I R S R - B Rl S ]
(Bennett & Hill, 2012), i#id IF e KRR . Kk,
PR TH 3B A A T 12 780 5 R A b s T B e R 2 A
i R R (U, YRR A R A R g5 R
PR, A R VG AHE P S R g A4 (R,
ZEARHE, 2013), 1P TH A A e L R MR SRR 2K
X 25 6 R IAMEA BR o M IHAE s A, (B2
HAF TCIEAE B RE 0 B 5 . PR IH S B TR fig
Y it R 55 15 I 9 B 3 e AR AR I 2% S

PRI, A SCH

H3: S RSBV 5 VR o X T 2 24
i, IR S5 R ARSI IHAR E T840, X T fE 1 AL
IR 55 2R 15 PR TH Xt 53 B8 VR T 2%

15 BREEXREEUMATIER

Il 55 2R 15 7™ B 2 JB 5 ot ik 45 < TR B 2
B ™ F A B (Li et al., 2020; Sengupta et al.,
2015). 4w, AT AR, M SR 15
oreh 3%, SERE 60 43R A S5 k1% (You
etal., 2020),

i 55 2 15 114 7™ T 4 5 e 9 2 S B W A AT
J(Smith et al., 1999). k55K iEAEH, MlliE
SLE R, STRMEEANRCT By, REARAS I 2 v
f0(Gelbrich, 2010; Weun et al., 2004) , {H 2, 4R 5
R, M RE N IR E K, B R R TR
o, R BUS SR (Sengupta et al., 2015) . J5 & £
A F A 2 gL, X IR S E A
W L A PEHr (Roehm & Brady, 2007) . 45 25 i ™
MBI 36 55 (Nikbin & Hyun, 2015) . PEMr(Radu
et al., 2019) 1ok K 5C £ (Keaveney, 1995).

A W B> T 0 7™ E i A 55 SR RN, T 2
B, I A E M (Yi & Baumgartner,
2004) . Ml 55 25 DRk ™ H, KT B AN L A R T
JIT s B85 R, R 55 i A Ao S B 8 4 i ik
% #hKk(Weun et al., 2004). [HIt, MRS IR™E
B, PR TH X 7 208 55 T 4 1 55

g b, AR

H4 : Il 55 2 152 7™ H VAR TH X S 2005 i v g o4
TYER . XRS5, WIHE ST, (H
X MRS AR, PRIH X 5E R S 23T 2k .

ARSI B 1,
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R1 SZWCEA

S PR W5 e B IR
TR la(N=149)  RTERITLEARM  WERL P

5% 1b (N=210)  BEES B0 T 11T 5 4852 S PR IR e

924 2a (N = 130) WO M2+ A £ R 1565480 B o
g b (N=130) T FRAA JERRAREN e g T A BLR

2% 3 (N = 300) B, O FLERTN  IIE H3: S R T

T
Sy 4 (N = 240) i

o
AT B R B AU SR i R AN BB SR AE IR

Bk HA: 55 e 5™ B 141 1 o

2 SEE 1 PRIEXT SRR RN

21 3K la

S 1A H AR RE EROV, BIVPRIEAR E Y 2%
HNPIR 55 SR B TEBU(HL) o Al 8 3 3 7™ il 2
Yyt EaE ) SR T R E IR IS 4 . RS
IR YA BRI B IR 45 o RS O i
o AR 5% T A MRS B
211 EWiFIt5RE

149 A-3F FH b B RS A R 1 2 A (116 AL
PE, M e = 24.09 %, SD = 4.59 %)Z Sk -5
5o SLHALHE I AY, SRR U IR R T
BRI R B R R s 1) O 2 i & 3k i S TH R
(HF DL Do 28 R B 53 1) o W S e T RR R
BTN BT B, BTN & R 1
4 80~90 AEMUAY LB R (WL . BT AT
k), TEAFAULELIE N, A% H O IEAE X RE
B — BT A o — TSl 0 A 0 I 52 3 o 5 b
TR R TG 26 B B 02 A 2500 (B DL 1) 45 R
E 1)

F2 45 WA HE S 8 oy —— R 45 R 1R T UT:
% o WO ZAAT L X FBIEZR, BRI TS
SoCTERSERFA A S, IRESERE] T, XEHRA
PUMR S5 52 A4S T Hdh i — TR, RS, IR
%5 BRI I T IER OSSRl 1 R
FRBRZ LRI 3 AN M1 = 564
A, 7= LR RS 50 RE T
PLHEESZ Y7, TR A5 M 55 DA At 5 2 T A D i
B, <RI B AR 55 B A X A4S 1R, 31X 3 (] I
B4 {1 Ay ) R 55 R AR ) P (o0 = 0.84, M =
5.32, SD = 1.06). f/a ik & T A OS5 B .
212 ZWHERSHF

(L) FR DK 55

MSLFEA t K IR 45 R B, X Al
(M swa = 3.97, SD = 1.59), RIHA AR HA H

—

T PR IH (M s = 5.29, SD = 1.10), t(147) = 5.88,
p < 0.001, 95% CI [0.88, 1.76], d = 0.97. K55
Lla PRIHE 28 I ER PR AT R

(2) FE 50 K

MSTFEAS t R IR A5 R WoR, AT 410 bk
(M gya = 5.10, SD = 1.20), PRIHZH it X iR 55
JEARE 55 (M i = 5.54, SD = 0.86), t(147) = 2.57,
p =0.011, 95% CI [0.10, 0.78], d = 0.40, =Rk )% 15 LA
BHIE

A, DA R B, LtEfE SAHLUER%Y)
i B 58 PR T 4 (Yagil & Luria, 2016), & T K461k
SR A ZE M TH X B 40 A 5 e v B2 R 15 4R, X AR S
[ 5 AL LU IH A BIE Sy F AR 5 | 58 40k PR AR
i, AT B AUV R R . SRR, WIH S5
T IFAS 23 5200 b 52 e A0 (TF DL X 2 R 5 1), HE
B 1 PR BIALE M TH X 5 285 e v 4

SCE la R TAEARSS Yisch, BOR IR IHIEAR
HEIH P F XS R S5 R R I BE A, SRR T ER0N . FEIX
ALY R, 2R T R X G — N HLAT IR H KU
BYXT G, SEEy 1b K it — BRI S IR IH G 45 15 &
558 AR R G ANAEOCHT, P TH X 58 40 0 38007 2 1
FETE o
22 I 1b

Sy 1b A =EHB: —RRUEAF A
Ik 55 KRR B BRI 1 BB . ART RS la
fifi b B R A, AR 520 4l 38 B B ARE AR,
PABSUEA A SCAb 85 5 F 80 g iefadfd . —JRR5T
PRIEE 26 115 & X 52 5 98 X AN AB JCRT, TRIH
X8 RN S BAFAE o SRR REAFBRIE I
AN E RS . Bk, MR IH AT DR A
N AR 55 AN T[] 43 S A R 8 TH 5 48 4K 48 [H (Batcho,
2020), XOERIHMFEZE3IE HrE RIE TAMRZD),
JE MRS RAE, HA 5 A AR AR )
A BRAENTEME T E A0 22 5 (Smeekes et al.,
2015; Wang et al., 2020; Wildschut et al., 2014), {H
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SR W T B, AR SR P RO TR Y
PRIHXS T8 AL S22 5 — 3, ASCAR, AMEMIHE
AR IHER BEMe S T 2% & IR IH S 45, L eq]
XoF e A RE A N % — B M IHER AR LBl 12
if 25 2 5 19 5 VE4F 4 (Huang et al., 2016; Wang
etal., 2020),
221 XERTBEN=E

210 #42% B 3 E W itk 5k (mTurk) #9 3€ B %
A#EIR(128 #4ct, M g = 42.43 %, SD = 13.33 %)
G AEL RGBT NS SAR TR Pl AL
T3 (MR, EARMIHA, i), R
T 2L B E PR IH X B 20 ek S, BRI R
J5 T 8B BE MR I 58 R 52w, AR L C
KB ARAT 55 ik 1 9 & R IH 1% 25 (Wang et al.,
2020), AR UL, AR IH ZH AY B 1 Se bl 5 iR
HAYE S, BEJG#ERE T A OB 28 05 1 i gt
BORMATMIHIE 248 3015 o SRR IH 20 i 1l FE %
HHRIENE G, 5T —BACURENtt S
3 B 5l N — 2 28 7 1) 55 B 008 RS At T S TH IS
G . EHIA NGRS T LR 20—
B FN . T INsRERIAR AR, A s
BURE T T ILE MR 4 A kA

ok, wE B T LU Al S5 K 1R B (You
etal., 2020): “URAERES KB FKIELE T, TR2IRIT
B I T H T, 2947 11 5.8, R IR e AE K I0
ISR (BB E R 12 SR, BB T 1M, 2
B fe, 3 A ml T R R R s e R R S
B RERE - “TRVEAFXAME I TGS, “FR £ 5,
CEAXAMEEL T AT AN . 31X 3 AN a)I0 ) 3

{H I 2 B 12 9 55 40 (Xie & Peng, 2009; 1 = — s
A, 7= B ARFE L a=071, M=4.33,SD =
1.14),

B A AR T AR N DGR R
222 KBHERSHW

(DEHK L

N T BRSPS TH AR PR TH B0 R A 281
P S A R S 56 B A A B BN B B AR
AT T oA ABATHCE FIVRIH B9 E L AMARIH
HIRE S PRI IH B E X, RS X0l S
VEAE 5 B9 H N B R 4ERE B R PR (1 = —
WA, 7 = AR RBE b)), BAcky, #7588
B RIS R Mt & | IR R B Xk, X
F ) — P AR BT R MR IR IR T A 2
MR E A2 By B F O RS T A . AR AR

PRIH A AN AE 3 25 DU 4 R B 4 5% 5 4t N — i
S5 ERIG S SRJE 05T B FE BRI 5 B P 4
TEX =7 AT 50 . DRV 2 KRR 2
—ANAT LS R R IR 25 i 2 )R X A~
12 KAEBEE EAG IR AR — D MA R IH A S E 2 3)
PRIN R XA F A 2 R AR AR 0 & — S SRR
HEy S w5, PINRFoE BhEAE 3 4R 4T o
L EAEER—FIE(NCC v = 0.74; ICC tumm =
0.84; ICC supmn = 0.90), K ULHIAF5E B LAY T 4
A FIEAE A BB PR IH, BN AR PR I AR B DL &
AN AR AR B AR5 . 7 220 i R B, 3 -4
FEMIH(F(2, 207) = 39.91, p < 0.001, n5 = 0.28), 4
RRIH(F(2, 207) = 18.27, p < 0.001, n5 = 0.15) Fi4E
PRI (F(2, 207) = 17.40, p < 0.001, n?= 0.14) F-#f
AR ER 2R X R, AR IHZ AR A
MWIHHAENRHESE S PHAREZEZSFM rpwna =
5.38, SD = 1.68, M suums = 5.34, SD = 1.72
t(207) = 0.14, 95% CI [-0.56, 0.65], p = 0.889, d =
0.02), H_EH# B E R THEHALAM rpwna = 5.38,
SD = 1.68, M s = 2.98, SD = 2.04; t(207) = 7.81,
95% CI [1.79, 3.01], p < 0.001, d = 1.09; M sppms =
5.34, SD = 1.72, M s = 2.98, SD = 2.04; t(207) =
7.67, 95% CI [1.75, 2.96], p < 0.001, d = 1.07), iXi}
A AP TH 2E RN B2 AP TH 21 0 P TH R B 48 4 3 g
FEhildl, Mk IH BRI A R -

TEAARPRIH DT T, AR IHZ 9755 2 T
LR RIHAL (M i = 5.00, SD = 2.18, M g =
2.61, SD = 2.05), t(207) = 6.03, 95% CI [1.61, 3.17],
p <0.001, d = 0.84; ¥ &HTEHAM rpmna =
5.00, SD = 2.18, M gwa = 3.95, SD = 2.73), t(207) =
2.65, 95% CI [0.27, 1.83], p = 0.009, d = 0.37., TifE
SRR IH 71, SRR IHAL A9 A2 3 & TR R
[HZH (M spmma = 5.52, SD = 2.14, M tprma = 3.13,
SD = 2.25; t(207) = 5.87, 95% CI [1.59, 3.20], p <
0.001, d = 0-82)*H?E%UZH(M wuwma = 5.52, SD =
2.14, M sys = 4.11, SD = 2.80; t(207) = 3.47, 95%
Cl [0.61, 2.22], p = 0.001, d = 0.48). X PLHA A
[H AR R TH AR AT R

(2) 500 K 5

5 2253 R B, 3 NHTEE R FA W22 5,
F(2, 207) = 5.68, p = 0.004, n5 = 0.05. X} b/ #r & BE,
AMAMRIHA M 4pmnn = 4.60, SD = 1.00) A4 i A
EARRIHAM gppnn = 4.41, SD = 1.15) R ER
FeFE R4 (M s = 3.99, SD = LA7)AYHHR KL



520 N L

¥

%% 56 &

B v 14 5 A (AR TH 2 AT T3 410 1(207) =
3.29, p = 0.001, 95% CI [0.25, 0.99], d = 0.46; £E{k
PRI ZH AT TPl 4H : t(207) = 2.28, p = 0.024, 95%
Cl [0.06, 0.80], d = 0.32). i MAMH 4 5 B i F4E
PRI TH 41 A w7 B A0 I A 22 5%, 1(207) = 1.01,
p =0.312, WatEUL, 7EA R IHFAERMIR 1
BUF, BB S AL, B0UE TR 10 A, ASIER
HOPR TG 25 05 & = — 1 5 IR 55 S 1R 5 R AH G
B VRS, e R B T A, XIE T
IHFE R ASAHIC R 2, % 58 R 52 KSR A A

SEES b A T UK la BYLE R R AMARMRIH
FAE R IHTEXT P33R 9 U DA 72 B2 (Wildschut
et al., 2014) . JH P& RGO 3 X (Smeekes et al.,
2015) . JE&AIE Y R A #PE (Baldwin et al., 2018)
L WAFAEZE S, HERT 58 AR — S . [H]
BF, PRIHVE A OCRURHH G IR 22, #RRB AR i vE 4.
SRS 2 W HRER X — RN T S AL

3 L 2. HAFH P EHKLE

31 3KI§2a

SEE 2a (9 H A S [F AR TH R AR R 55
JeRAE 5, Bk A 0 v A VR O HERR H AR
fiff B o

JSAE A SCIN S PR TH $ sy i, 17 £ 1 5 2,
HE, RAAAEH AT REMIALE]? 25—, PRIHIE N
AR SR (R BB A 5 (Faul & de Brigard, 2022),
AR T o 31X T BB A S R R AR R i
AE YT A SRR, 2T 2 I 98 2 (Wilson et al.,
2000). 25—, MM BiCPA (Huang et al.,
2016), FOAAPRAS VT REMEHETERL, 5 =, MIHAETR
/& H 25 (Wildschut et al., 2006), &5 [ 2534 4~ A 1)
SEAE£:47 M (Sedikides & Wildschut, 2019), 7] fig
PRPETEAL ST, MRIHBS AR AE 25 (K 2% 4%, 2016;
Routledge et al., 2013), AIREAEHEFE & . ARSI E
HEBRIX 2 1T G A AR
311 EWREBESNE

130 ok AR E KRR ET3 Bk
PE, M gw =22.96 %, SD = 2.57 %)Z SNk 152
B o X LRI AL 20 B A 2H (PR TH AL RN 45 i 21),

FER a7 ikl a2 DT e R N S = 7 N | S
H B B ) R AR YR IE, AR R 0]
IR R RERT, RATRRTEX B, Rk
FEEAR R, BHIA 09 B0 75 a2 B i

FrOmR, RAEXH AW e0Hr, R EA—FE,
R AR PRE KU )35 R J5 87, BUAE R A4
YR WA S 3 AT T L (IO DL ) 45 R S 1)

Z a0, AT 48RP B R IR 3K —
T, RIEEIts . BT a5 AT LARE
BEkAE, I HIRERBUY . 1 R RN X — 1 L2
J&, T A S AT LR W A R

B 4 A~ [ 20T 000 e 0 X T AR 114 Ml 55 2R 1R
BRI XX G R SE R “BAE, 1RA 23X FK G,
“BUTE, IR ZUHRIERIE”, “RERFEE B

FIG AT RZTC O, “IRE RBEE EAFE X K
JE” (Xie & Peng, 2009; 7 fifg3; 1 = —SWA,

7= W KFEE B 0=0.76, M = 2.35, SD = 0.99).,

TR, WO IRE A BT XX RIS 1
5 245 SN A S A i i . RIS Y, B A RSO,
DEREY, IRZEH(Zhou et al., 2012; 7 Sife; 1= —
MW, 7 = W AKEEL; a =088, M = 3.61,
SD = 1.43).,

ZJE I A AT e Y A R, X S i R
H0 IR L 2 B AL A o 45 P 79 A4 T 2 0 3%
2R ) 56 R (Wilson et al., 2000; « = 0.29, M =
4.06, SD = 1.18), flan, “4/8FH 2IF &M 5
By, PR RARBE R TS AT P
AN Ta) I &= L PA (Huang et al., 2016; o = 0.96, M =
4.22, SD = 1.49), filln, SR /RS
BRI, PR R FIERE S 82 %45, 3
A1) 35 0 5 [ 2§ (You et al., 2020; a = 0.90, M = 3.61,
SD = 1.43), filtn, “FseidRE—MEMEH AN,
FH 6 A [a) 3 ) £ B4R 175 4% (Holak & Havlena, 1998;
0=0.91, M =4.34, SD = 1.21), {5, “FIEF| PR,

I N B G2 e Z i AT T IR IHER ARG 5
B E S MR IHRYE X, SRS EOK I 58
) 2Z A IO (Wildschut et al., 2006; 7 55 &
#®; 1= — SWARFE, 7= Z2F6): “Brl &
2, WESEH SWIH, “Fl 425, WA F
RIHR R, “FB o A2, WG/
% (0 =10.92, M = 4.91, SD = 1.29),
312 ZBHERS5HH

(LRI 55

ST FEA t K IR A5 IR WoR, AR TR ] 4
(M g = 4.57, SD = 1.42), IRIHA MBI EA H i
AR IHEE(M s = 5.24, SD = 1.06), t(127) = 3.06,
p =0.003, 95% CI [0.24, 1.11], d = 0.54 . X {5t AR IH
T4 R RA RN -
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(2) =R A 5

PALFEA t KB R, MHIHEWM wna = 2.53,
SD = 1.15) Ak ik Lb 42 il 21 ) i 1ol SR R 1 o) Al 55 2k
TR E A TE M sya = 2,16, SD = 0.77), t(128) =
2.15, p = 0.034, 95% CI [0.03, 0.70], d = 0.38, %%k
WREE TS0 1a M 1b B945 R, HRIRIE TR 1.

(3) AT RE [ v A i R 1) 32 80

MSTEEAR t I AB, MMHHAM wua = 3.15,
SD = 1.53) ki bb g il 4 i) pl i Fe 0 o0 O e g A
1H(M pws = 2.61, SD = 1.95), t(128) = 2.25, p =
0.026, 95% CI [0.07, 1.02], d = 0.39,

AN, HWIHAH M e = 4.58, SD = 1.31) Ay
Lo il 40 gl ek R IR T AR T 25 (M e =
4.09, SD = 1.05), t(128) = 2.32, p = 0.022, 95% ClI
[0.07,0.90],d = 0.41,

PRIH 4 5 #4641 78 A 25 (t(128) = 0.40, p
0.689, 95% CI [-0.40, 0.60], d = 0.07)F1%f 4 F Ay
TEFEFE(1(128) = 0.19, p = 0.847, 95% CI [-0.37,
0.45],d = 0.03)i% A B EM 2.

(4) AT BERY T A il T

IR IHAE D FAS i, Se e e &, SRR
A As i, #EFFREAS Sl 5000 fY Bootstrap FA S
I (Hayes, 2018) . 45 R, 1E 95%1 B 15 X 8],
HAF By A K 5 25 R A7 0 (b = 0.10, SE = 0.07,
95% CI [0.004, 0.26]), # A A1 B3 .
TERE IS X — AR G5, A AR G0 PR AR f 9 52 e AN
T (t(127) = 1.57, p = 0.118, 95% CI [-0.07,

By = 0.54"

Ogmiies = 0.48"

/*&

i
af
e

AEEFRS: b=03T

0.60]), UHIMATEE AP AE] . Rk 2 153 3K,

e, T AR IR MR IH X T8 A0 Y R i YR T 3
M AR Y R S . b . A5 DL
4545, ilid Process Model 4 (Hayes, 2018) 47
EPAKE (LA 1) 5K, BRILEZ A8, HAib
AR RS 0. BARE, HAER A
K EE A5 0 (b = 0.12, SE = 0.07, 95% CI
[0.01, 0.29]) o X 24 [ SRR BE 1) v A A e 45 SR A
% 0 (b =0.01, SE =0.03, 95% CI [-0.05, 0.08]), Jik
AR PR B0 45 R4 & 0 (b = 0.01, SE = 0.02, 95%
CI [-0.03, 0.07]), HEMHMKELERAT 0 (b =
0.002, SE = 0.02, 95% CI [-0.03, 0.05]), FAMiELL
By A B 45 405 0 (b = —0.04, SE = 0.04, 95%
CI [-0.13, 0.04]). X PR UL, PRIHXT T ALY 52 )
HOE L A

SEES 2a 3 A A B8 LA SR g AL ) S BRI
FFRIBEHLIE, DE—A2 B UE T PR 1H X 5 205 00 I B
TIAE R AER, TR HERR T X R A e AR
FE AL . A BRI A SRR 4 A
P49 LA, P T A
32 I 2b

A SCIN Ry BN Al 55 2 R 1 7 o AR R R O —
AIRERY AR BEAL . — 7 T, IR TH BB IR & RN A AR AR
% 2% (Routledge et al., 2008; Wildschut et al., 2006),
SRR S ARG 26 S HOIR S (B, sREER,
2021) . MIHUR B RRARAE 24 ] e 2 22 i I 2 Y
IR 55 iR i SRR B, T 2R N IR S SRR TE AN

Bag= 023"

by =—0.05".__

bg&ﬁg 2:0-6-8k TTeeee -‘-‘-‘.‘

e b= —0.04

TTeea

bas=—0.10 .

’
.
.
’
,
0
N
\
N

1 PRIE X 58 R

H

WEF: b=026

L2

bmee@fﬁ:‘f{-??f—""::"'

suFRE

- bau=—0.03

W ) 22 75 PP A A6 565 (S5 2a)

#:: *p <0.10, "p < 0.05, p < 0.01
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%% 56 &

FEE, R 2R 5 9 1 (Wang & Zhang, 2018). [A I,
JRR A i AR B AT RE g AR AR Sy MR TH X B S e 1Y)
FEHI Ao S5 — T, PR IH 2 5 T 2 0 S
(Vreeke & van der Mark, 2003) ., LB B2, W
2 H LA EE A%k (Zhou et al., 2012), K,
TH 234 1T RE 2 B AN IR 55 R R E AR B . IR IH
o o8 P A, L AT R e 2 A I 2 IR
55 R EAPETEAR, MM SE AL R, ™
AR ] AR R SE (S5 AR i, L AR R
FEEA A5

321 EWHREBESNE

130 ok AR ERSFHFEAR R 2242 (70 A&
PE, M 4w = 2251 %, SD = 2.73 %) S sk |52
55 o X gl Bl B o3 B A2 (PR TH 2 R i 1),
B A e

ErRm ek e oI R N 1 A E o i A E R (=
55058 2a M AZFE SRR, 52 IH I
Y, ZIERIEE T 5528 2a AR AY R IR S KR
I 0B B IR 55 R R I B, JF I SE 400 4 MAEOC
[A] 5 (Xie & Peng, 2009; 7 fMifE#K; 1 = — kA,
7= AEEARE L a=0.81,M=2.68,SD =1.14),

IFRMEH T 555 2a HEIR 4 455
(Zhou et al., 2012; 7 JSiE#K; 1 = —SMEA, 7 =
AEH KFEE |5 0 =0.90, M = 2.82, SD = 1.50).,

Shy A B R AR R, R Al 2 D P 42
XIS I 30 2 % B ™ T AR B T 3 A [ kA 7
M, Ban, “PRUFRX K0 ARG T Z & 11T
TR IR 55 R DR T IR 55 R 1R (Hess,
etal., 2003; 1 = Bk SS KR, 7 = MEAIRS
415 0= 0.86, M =5.73, SD = 1.24),

e, BB T AR AR O HE R .
322 ZBRHERSHF

(1) TR K 5

AEXT TR gL, FAIHAM e = 2.91,
SD = 1.21) Y # i 0T ik 55 2% 152 28 B HS B i 1Y) 9 A
(M gwa = 2.46, SD = 1.02; t(128) = 2.28, p = 0.025,
95% CI [0.06, 0.83], d = 0.40), T T ZRiI45 R,
FER I UE TR 1o

(2) 1 5 0 ™ P A SN

MANTREA t K E A, HIHHEM wpa = 3.35,
SD = 1.56) %9k i LbF2 il 41 1 ik 2 300 1 o vy g 3
T5(M swa = 2.30, SD = 1.24), t(128) = 4.26, p <
0.001, 95% CI [0.56, 1.54], d = 0.75,

PALFEA t KB R, MHIHEM wna = 5.67,

SD = 1.33) ikl 15 42 i 4 1) il i ™ i A I
A BE2H(Mewn =5.78, SD = 1.14), t(128) = 0.50,
p=0.621,95% CI[-0.32, 0.54], d = 0.09.,

(3) A1/ Ay A 2k

DIRIEPE N A AR 5, e A &, Sl 1R
J AR, HEATREEAS A 5000 (1Y Bootstrap H 4K
¥ (Hayes, 2018). Z5J: R, 78 95%H B A5 IX A F,
FAE R AR I 25 AL 0 (b = 0.22, SE = 0.12,
95% CI [0.03, 0.48]), g B A1EF B35 . 7
T A X AR T, A AR X R AR A R M AN
P (t(127) = 1.12, p = 0.264, 95% CI [-0.17,
0.63]), BEWIHAEER] TR ERLE 2). &
W2 13380

b=0.21"(0.07)

b=1.05""(0.25)

HAEPM:5=023

Bl 2 PR IH X 5E A8 ma v s 1 A4 T (5258 2b)
1 "p<0.05, “p<0.01, "p<0.001

PR, DRIEME D A2 &, si VR S &,
LA RN ™ H AR R R S A AR i, AT DA
7<% 5000 1) Bootstrap H1 /£ 4 (Hayes, 2018). %
IR, 78 95%M B A5 XA, A 1 h A4 56 25
REAREE 0 (b = 0.16, SE = 0.07, 95% CI [0.03,
0.32]), FWIIAF Y h A1 W3 o™ AR Y
A K45 A5 0 (b = 0.05, SE = 0.11, 95% CI
[-0.16, 0.28]), = HHEH™FHFEE P AAEHA B
o HERR TR M R A AR (UL 3).

b=1.05"

WA 5

\“\\b=—0.11 b=-0.50""

*( R R

P 3 M5 e e ™ B AR B 22 5 R A G 50 (SE 5 2D)
¥ "p<0.05, “p<0.01, "p<0.001

ZJE, R TR AR AR R i

A, IRIEAES F Az &, SERE N AR 4, 36
T8 A R R R Sy R AR i, B AT DIFEAS
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4 5000 %) Bootstrap fif: =X H1 4K % (Model 6, Hayes,
2018). &5 IR, 7F 95% MBS X )T, £ A
g4 F417% 0 (b = 0.05, SE = 0.07, 95% CI [—0.04,
0.22]), & I 155 g ™ F AR BE AN S MR TH X 5 40
TR (LA 4).

&P h=022

B4 AR Fngan 7 g AR 8 9 B 5K b A R 58 (S 2b)
¥ p < 0.05, “p<0.01, “p < 0.001

e 2b Yol TR IFRT S A R0 B B
AR, HEBR TR AR — T RE AR
4 S 3. MBS R

S 3 BREAN [ i R SR H 5 B AR
JOL BRI A (H3) o 1 9% 255 0 28 o e ) 5 2 LA

A RAREAN TS, SRIAFE SRR MR,

PR TH S v A7 AR O T 12 2 i i £ (3t 9 155 Rt {1

DRI Ah X it g2 PR it e, 7 Bl 55 R BRI PR TH e 2 58 24

fHI2, HTREJI BN S P I R A28 R
WS, IR AR R, PRIHE AR
MELURME I 2 38 00 F) 5 ) T, D, X T RE O
Ak, FEARSS SR BT PR IH X 8 52 M 3 2k o

41 XWFIt5RE

300 MK FH v E R 2 1y 2E AR REAS R Y S R
(158 & 4k, M 4 =23.54 % SD = 2.59 ¥)Z %
gk ERSERS, SR 2 (MRIH & vs A5 H) < 2 (it
TR AHAY . W2 AY vs.RE 7 AU ) A 2 1] S 46 (T 3 k4
$. https://aspredicted.org/hdx7c.pdf) .

S B PRER Y, B AR A R O M IH B R
it FRIE R AL AR e AT: 55 o M IH B9 ERGA
550 2a AR, Z e EIE R RRINEG . B
NS ERY  §I % SRR anw | O U P
AR EF 5L R Tolk b R, LRI 2 R R AL AR
B2y AT, — B RRRE AR AL Sk,
TR E T . B AE HORIE .
e 1R i R AR B B0 IR < Sh IO
Tk =+ KA Z —, ShRERFMFEE 10
feot, BARME AT, FEAETMEE T
T BER AR 5 7o TSR R IH AN

RO\ Y 2 W) Dk A R, [RIREAS 52 R s
SESCEG I FR, A SCHEAT T — 0TI (3 O D) 2% R
S 1), 25 FU I A B R ORI IH S 25 R L
ALY G 2 I R AT R

B POAHE AL 8, S 2a AHF]
P49 PO ) B 55 8 R TR e 0 £ ot R Bl 55 2 1R B, [l
5 A 44K D[R] 10T (Xie & Peng, 2009; 7 &3
1= — W&, 7= EHKEEL; a=0.84, M=
2.54, SD = 1.16).,

e, PRI T AR SR N g5 S .
42 RKWHERSHW

(L)MRIH 5 OB G 28800 T A A2 BAE

I 2 (A IH: & vs 5 l) <2 (S B4 A .
TRIER vs.BE 1) ANOVA K36 M H 5 i Ik 425
RUNT 58 R 28 HAE T o 25 5 SR PR TH X 58 20 Y 323K
I &3, F(L, 296) = 6.69, p = 0.010, n5 = 0.02; AIH
HIPIR(M = 2.71, SD = 1.25)0 %5 B 3 T4
I ZH i Bt (M = 2.37, SD = 1.03), S B 4 25 I %)
T A ROV A L, F(L, 296) = 1.66, p = 0.198;
BEE AR, WIHS IR 2280 22 BAE 3,
F(1, 296) = 4.64, p = 0.032, n5 = 0.02., EAkiH, ¥
WA S AT T X w8 AL A R RN, MR IH ALY
k(M = 2.77, SD = 1.30) Fb#5hl4H k(M =
2.15, SD = 0.96)% % &, t(296) = 3.60, p = 0.001,
95% CI [0.25, 0.99], d = 0.55. 4K, *FFfE 785
Jé, PRIHZH B 9t(M = 2.66, SD = 1.22)F045 40
(M =2.60, SD = 1.06)Z 3 i i & AT X1 (1(296) =
0.30, p = 0.766), M IH X 5 20 i AR 3500 3 % o HLAA
ZHAEHWE 5 s .

2.77

0
| DFEHIH
28 @i

260 266

24¢ 215

TR T 7 it
K5 PRIHS ST 26 B 28 BAR T (S5 56 3)
S SRR TR MU R TR . X

i 02 80 L, PR TH AT AGR 2 S8 28, SR, X T RE
LR N (R PORR TR AL SR P NS

e
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¥

5 SEEr 4. ARSFIRBREAERY IR
TEH

SEH 4 DRI A R S ——
Ik 55 2 5 ™ X PR TH 5 5 RSO0 VR FH (H4) o 52
5 2b HEBR TR B0 A E AR BEAE AT REAY TR A HL
Hil, S8 4 K, X TR MRS KR, WIH
XF G AR AN R . BAACR U, X TR Al 55 2R
e, M IH B0 2 #5055 R R v AL, (HE, Xt
TIEMIRS KR, WIHAREIE T84
51 XWREENE

240 426 [ 7 b 3eh 35 (mTurk) 4 38 [ s At
K131 #44 Mk, M 4w = 40.70 %, SD = 17.27 #)%:
RS . AR 2 (RIH: & vs.45iil) =<2
(RS 2™ B il vs. ™ ) AL [ 31T

WIHA BRI R S LK 1 AR AR T IS BRI
ME— B AN [ B I N A2 e E XU 98 )T . 42T
IR S5 J R0 AR . BRI IR S IR AL
&I IR 55 R R IE WA s, TSR T
“15 434 o 7 HE S5 e 14 B B s T i il 55 O 1R
R AR R, MR T 60 8P (Li et al,
2020). ZJm, F55086 1 AR AY 3 A4 1) 100 ok )
IRTEM R 55 R IR Z G R SE (T R, 1= — 8
WA, 7 = EFREEL; o = 089, M = 4.38,
SD = 1.74).,

ZJe, BARSE R T PR IH AR 45 20 15 ™ 1 1 G
YPAEG o PTH A ER DS 56 0 1 5 5056 2a AH[E) (7
MR 1= —HREAE, 7= ERREEL; o =
0.98, M = 3.47, SD = 2.03)., 45 kiR 0 ™ 54 (Hess
et al., 2003) ¥y FRHAAS 56 7] 701 5 5256 2b AH [R] (o = 0.91,
M = 4.03, SD = 1.67), &J5, #kRI& T AO%iT
[i) 751
52 XWHERE5SH

(L) EEG K50

PRIH: @t 2 (RIH: & vs i) <2 (kg5 iR
FEE M B vs ™ E)ANOVA K56 PR IH RN .
25 S 8 7 P TH OGN 21 7 P TH R B 19 3228007 1 3%,
F(1, 236) = 54.78, p < 0.001, nj = 0.19; 55 KiR™
XTI M HFR B 1 2000 3, F(L, 236) =
5.43, p = 0.021, 5 = 0.02; PRIHG 541%™ 1k
A HEAEF A B3, F(1, 236) = 0.37, p = 0.543, iX
TR IH R T .

R4 JR M. Wt 2 (MRIH: & vs i) x
2 (IR5s A M. 26 vs. M E)ANOVA K58 Ik

R E BRI . RN, MRS R E
X RN 1) 1 R 55 2 1™ EE R B A SRR B, F(L,
236) = 84.81, p < 0.001, nj = 0.26; PRIHXHERAEI Y
55 2R B PR B RN AN B2, F(1, 236) = 1.12,
p = 0.292; M55 K™ EME S M IH I 2E BAE A
¥, F(1, 236) = 0.96, p = 0.328, X F MR 55 i)™
PRI LI .

(2) PR 1H 5 MR 55 2% 152" 25 M X6 v 40 38 HAE

Wik 2 (RIH: & vs g8 Hl) < 2 (RS RiR™E
P #2253 vs. P H)ANOVA K5 IR 1H 5 IR 55 e iR ™
BN TR BEAER . g5 R, RIH X T8 ALY
TRV B, F(L, 236) = 7.65, p = 0.006, n5 = 0.03;
ik 55 2 5 ™ B MR TE AR RO I, F(L, 236) =
81.42, p < 0.001, n5 = 0.26; fRE EHYIE, PRIH 5K
SRR EM R BAEH B, F(1, 236) = 5.50,
p =0.020,n5=0.02, ELUANIE, ks kiR
M T EE T WIEX 58 BN, T IHZL b
K(M = 5.74, SD = 1.29) b il 4H i ik (M = 4.78
SD = 1.56) ¥ % 4, 1(236) = 3.60, p < 0.001, 95% ClI
[0.44, 1.48], d = 0.65. #A1i, £/ R4 IIRMIS
R, PRI R B8 (M = 3.60, SD = 1.53)Fi#a il 40
(M =3.52, SD = 1.41) % 5 A AT X 51| (t(236) = 0.30,
p =0.766), MIHXT 58 2 B AN T 2k o HAKRSS B
YEHINE 6 iR o

7.00 -
6.00| Eﬁ%iﬁ 5.74
5.001 4,78
?‘é 4.00+ 3.52 3.60
3.00+
2.00+
100 BRI 45 i PR I 45 2R

K6 PRIHS S5 i E Ik 9 28 LA (L 5 4)

SEH 4 R TS R R R R A X
TRMBIMR S KR, WIS, R, X T ™
HAA SRR, PRIHX SR B BRSO ok o [E AR
FERRYE, 05 2b HEBRAR IS S i ™ AR A A
YRR T2 56 4 iR R 55 2 DR A ™ E Pk B 9849 1 I T
AnhgE, S2E 2 B IR 55 R R R — AR 55 R iR, A
7] Bl AU B ) i 55 R AR T E R B S R S, T
TESCHe 4, XTSRS KRR, Bl ElaY
W55 KRR E A 22 5 Y, DRI 55 2 1 EE
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6 ZHit5ER

6.1 ZHitHitit

ARWEFEHELE T RSG5 IR B T M IH XS T 9% &
Po R SN TERL] . S5 1a $ROMIR 55 55
BORWIRTEZE, K IWIHA B TIH Sy & TR & i Ik 55
RARJGHE G, LK 1b 3l 5 R 55 B AR R
HFNEEARIRIH, Sk T AT sE 2 MR . 525 2a
A1 2b i E A 2 e b B R S R IH,
PO 00 S0 ot P IR 55 R R I B, — O TR PR U R A
(A 9 R 2500, 5 —J7 S e e i e 5e 4 vh
IAEH], S5 2a HEBR TR 2T AOCTE L R |
HRE LA SRS 25 55 v BE R i RE, 2 2b HERR T
JRRRN ™ R X — AT BE B R . SR 3 AR i U
SRR E, PR IEXT S8 2B 4 F, X % 7Y
i A AL, (HXTRE )Y S R TCRL . SE 4 K Al 55
JeREYER T EH, YRR, R IHAE HE TE
AR ERRTCR . AR FHAS [R5 I 0
WIHTELE, FFAEA AR 55 S R 1 B AUAS W] SOk 5
(P E RN G ) — SO s T M IH X AR AR
Wi, HERR T AT RE Y AR
6.2 HEILRET

H, AURY R TIH R E AT, FE
TR SS RARBYAHOCHESE o BUA HOTH 3% 3 v o &=
TR T 3R ERE SRR (BRI AL 4%, 2020) .
X YE 55 40 (Yagil & Luria, 2016) . LA KR 55 45 i A
B FNIR 55 40RO an ] 52 ) 5 A0 (R RESRE 45, 2017;
Jh4E, ¥RER, 2019; fRix 4%, 2018) HZ, TRIHZ
T EEM I P E B S AL, TR BT S ARWESEIIE
ST RIHICER (A0 TH R i) BT | & /Y 1 4
X 2 T S5 e 1 S8 A2 A PR, X R
SR A MR S5 AN RGE BN 22 iV E T, SRR 55 2R 1R AT
S RS HE TR A

5, AWEEE UARD T IR IHTEIR S5 b RO Y
YERL, UEBT T PRIH XS 2 & se 52, F 5 70
HA 5T . UAERF SRR T W IH LR 5 55 94
(Merchant et al., 2013; Muehling & Pascal, 2011) i
MR 55 75 5 4% 8 1 25 X (Chen et al., 2014; Leong et al.,
2015), fHJ2 i BA WS IR IHTE I 55 2k i b 1Y
YER . ARBFSRY R T IH 7 IR 5538 B sl i A H
B, FEMRSS R, RIEAE S —Fh S8 ks, ¥
B PRI 1 2 RE A2 5T 9 2 X IR 55 4 2 Al
A FEAL, T S8 BRI 2 S A KR R iy

BNE . BbAh, AHESEE a6 AN R A9 PR TH e
AR MR 55 KRR TESIEY], M IHAE M AH SR
MG ER, FRRefe s Ja 4, ¥ 58 1 PR IH 52 e ) #F
Fo B, AR A AR A BT T M4
Wl F& TWIHRDIRE, AR IHEE AL T —A8
PR T, 0 TR TH B A 5%

5=, BATH— PG T AR IH AR A TH
XTFE RS o AR SO T e AT AR Ty A
WHHASE M 2ZE 5. B, 72 TP nab 2 X
b AMARMIHT R T A R R R A,
SRR TH G K& T B i 48 R [0 0 b Y B
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Remembering the past makes consumers easier to forgive: The influence of
nostalgia on forgiveness and its internal mechanism in service failure
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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 1a (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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