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The Impact of Service Recovery in Provide the service on
Customer Loyalty: The Role of Cumulative Satisfaction as
Mediating An Applied Study on Internet Users of Mobile
Companies

Walid Mohammed Sedik Abd El Mageed
Lecturer of Business Administration
Faculty of Commerce

Aswan University
Abstract:

Several researchers have examined how customers revise their
satisfaction in the context of service failure and service recovery.
However, they have not examined the effects of service failure and
recovery on the updating process customers their satisfaction for the
company and their services. The severity of a service failure can result in
greater fluctuations in cumulative satisfaction. Given the importance of
the effect of updating the cumulative satisfaction to the different levels of
procedures for service recovery in the service provided, the study
employs a virtual scenario. The finding reveal this study showed that
there is importance to the prior high cumulative satisfaction, which
service failure adversely effects on the customer's satisfaction. However,
in the presence of a high prior cumulative satisfaction, the adverse effect
was reduced compared to the case of a low prior cumulative satisfaction.
Consequently, increasing the company's recovery level by increasing the
customer's satisfaction with the company's treatment of failure Compared
to the lower recovery level with the company providing the successful
service recovery, which leads to increased customer satisfaction, and in
turn, leads to an increase in their loyalty to the mobile companies that
provide Internet services.

Keywords: cumulative satisfaction, service failure, service recovery,
customer loyalty.
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