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The Influence of Service Failure Attributions on the Relationship between Service

Recovery and Post-recovery Satisfaction

ZHU Si-si
( University of South China ,Hengyang 421001 , China)

The specificity of service makes its quality can not be effectively controlled just as the quality of products. Many fac-

tors may lead to service failures. At this time, companies must promptly take remedial measures to eliminate the customers negative e-

motions and to avoid losing customers. Recovery measures are not without differences in themselves, and it is critical for enterprises to

understand the effectiveness of service recovery. Basing on the literatures of the service failure, service recovery and post-recovery sat-

isfaction and starting from the relationship between the service recovery and post-recovery satisfaction ,this paper introduced the influ-

ence of the service failures impact in research model to make the theoretical study of service recovery more complete and to provide

guidances for enterprises”subsequent managements of service recovery.
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