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Abstract

This study aims to identify the moderating effects of service failure severity and
service recovery effectiveness on the relationship between service recovery perception
and post-recovery satisfaction. We took the chain fast-food industry as an example
and employed experiments with four scenarios consisting of combinations of two
service failure situations and two recovery policies to collect data. Results showed
that the post-recovery satisfaction is affected significantly by service recovery
perception (i.e., expectancy disconfirmation and the perceived justice) of customers,
respectively. Among the perceptions of justice, the interactional justice has the
strongest effect on customer satisfaction after recovery. In addition, the moderating
effects of service failure severity and service recovery effectiveness on the
relationship between service recovery perception and post-recovery satisfaction exit.
If the managers can clearly understand the mechanisms of consumer psychological
change on the relationship between service recovery perception and post-recovery
satisfaction at different combinations of service failure and service recovery situations,
it will contribute to the development of the effective service recovery strategies. These

research findings will help make up the academic gaps.

Keywords: customer satisfaction, service failure, service recovery perception,
post-recovery satisfaction.
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