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Source Type Il Sum of Sguares df Mean Square F dg
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Empirical study on Influence of Severity of Serive Failare on
Consumer’ s Perceived Service Recovery

Zhao Xin,Ma Qinhai ,Liu Ruping
(School of Business Administration ,Northeastern Universty ,Shenyang 110004 ,China)

Abstract : This paper studies theinfluences of consumer’ s perceived problem severity on consumer’ s response to service recovery. Based on six
service scenarios happened in supermarket [fast-food restaurant and hairdressng salon it investigates sx questions as follows:whether consum-

er’ s perceived failure severity infl uences sati Saction ,consumer’ s complaining behavior and consumer’ s service recovery expectation ;whether in-

dustry has a moderate effect on consumer’ s perce ved failure severity and sati Saction ;whether consumer’ s perceived failure severity is different
in different industries based on the same servicefailure The results show that :consumer’ s perceived problem severity is not different in different

industries based on the same service failure;industry don’ t have moderate effects on consumer’ s perceived failure severity and satiaction ,but

consumer’ s perceived problem severity has an influence on satisaction ,complaining behavior and service recovery expectation

Key words: consumer’ s perceived problem severity ;satisfaction ; service fail ure ; service recovery
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