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Influences of Service Recovery Justice on Word—of—Mouth Effect in the Lodging
Industry
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[t is guite itmpossikde Bor o secvice firm to deliver service sithout Eailure, The mein reason
i that service is intangikble, perishakle snd hetercgenecus in natace, Every service firm tries
its best to recover service failure with understanding that service Eailure affects costomers
evaluation and attitude for the firm, The research finds that customers’ satisfaction after
recovery affects customers’ intenkions both service encounter satisfaction and owverall Eirm
satisfaction strongly affects positive sword-of-menth and pacchese intenticnos,

The results hawe imgplications to ceseacchers snd secvice merkebing menagers, For
researchers, the result will ke belpfal for them o further develop secvice failore and recovery
fratmework, For secvice mmarketing tmenagers, the resolt sdll suggest specific guidelines Eor
establishing service recovery strategies,
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