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Abstract:

The research aims to determine the impact of service recovery
(compensation, apology, response speed, problem solving, submitting
inquiries, empathy) on the dimensions of electronic word of mouth
(opinion leaders, opinion seeking, opinion passing), by applying it to
customers of shopping sites for Monile Phones in Egypt. To achieve
this, a field study was conducted on a sample of 384 individuals from
customers of shopping sites for Monile Phones in Egypt. The primary
data were collected through a questionnaire that was specially
prepared for this purpose based on theoretical concepts and scientific
studies in this regard. The data were analyzed using the structural
equation modeling (SEM) method using Amos V.24 software.

The results revealed a significant correlation between service
recovery and electronic word of mouth, which led to accepting the
first hypothesis. The results also showed a significant positive effect
of service recovery dimensions on electronic word of mouth
dimensions, except that the dimensions (compensation, empathy) had
no significant effect on opinion leaders, and the dimensions (response
speed, submitting inquiries) had no significant effect on opinion
seeking, and finally, empathy had no significant effect on opinion
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passing, at a significance level higher than 0.05. This led to the partial
acceptance of the second hypothesis. The results also showed that
there were no significant differences between the opinions of the
research sample regarding the research variables (service recovery,
electronic word of mouth) according to their demographic
characteristics (gender, age, educational qualification, income),
therefore the third hypothesis was rejected. The results were relied
upon and linked to the results of previous studies, and a set of
theoretical conclusions and administrative recommendations were
reached.

Keywords: Service Recovery, Electronic Word of Mouth.
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