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The Impact of Service Recovery Strategies on Customer Response
through Word of Mouth (WOM): An applied study on customers of
Internet service providers' companies (Gaza strip — Palestine)"

Ali Abdelfatah Al-Selwat; Dr. Talaat Asaad Abdelhamid and Dr. Mahmoud Abu-Elmagd
Abstract

Goal: In this study, the researcher examines the impact of service recovery
strategies on the use of word of mouth (as a marketing tool in response to
service recovery efforts) of the clients of internet service providers in the
Gaza Strip - Palestine.

Methodology: For the collection of primary data, the researcher used surveys
and online internet-mediated questionnaires which were made accessible to a
large number of the potential target audience but was also directly sent to
clients of internet service providers in the Gaza Strip — Palestine. The
distribution of the questionaries took place between October 1st, 2022, and
November 22nd, 2022.

The main tool which was used for data analysis is SPSS V28. This application
was used for the entry and analysis of primary data. The sample size for the
study is 403 individuals.

Results: The results of the analysis indicated that there was a relationship of
statical significance between each of the main research variables (service
recovery strategies, and the use of word of mouth) at a significance level of
(1%). the study indicated that there is a significant relationship between the
following service recovery strategies: (apology, responsiveness, and
provision of explanations) and the creditability of the word of mouth used by
the clients. Furthermore, the study found that there is a significant relationship
between the following service recovery strategies: (apologies,
responsiveness, and provision of explanations) and the articulation of the
word of mouth used by the clients. Finally, the study confirmed that there is
a significant relationship between the following service recovery strategies:
(sympathy, problem resolution) and the positive articulation of the word of
mouth used by the clients. Conversely, the study didn’t find a significant
relationship between (compensation, apology, responsiveness, and provision
of explanations) and the positive articulation of the word of mouth used by
the client.

Keywords: Service Recovery Strategies, Word of Mouth.
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