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Ahstract

The study invesugated the impact of firms’ recovery responses when their services fail. Customers view the
falrness of these responses on the perceved dimensions of distribugve justice, procedural justice, and
interacnonal justice. The paper has taken into account the moderating role of attriburions dimensions of
stability, controllability, and responsibility on the effect of firmy” responses. Structural Equation Modelling
technique has been used to study the interactions of moderator antribution varmables with the independent
variables of firms™ responses. Concepually, the study demonstrates the relative importance of COmpany’s
recovery strategies in affecting different dimensions of perceived justice, along with the maderating effect of
atiributions, Managerially, it shows the impottance of basing firms” cfforts on customers” causal atributions. 1f
the fallure is controllable, then apology becomes more important. When the firm could have controlled the
QLtumi::m, but did not or could not do so, then the influence of explanation and awentiveness 15 going to be
reduced, If companies consistently fail, then it is more important for rhcm(ro look into their processes and try

1o iII‘iprU‘-’L‘ their service EHCOINTErS, rather than tr_x'ing T imprm'c LervICE FecOwery CoCouriers.
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