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ABSTRACT :

This research aimed to study the impact of service recovery strategies on customer
satisfaction in a new environment within the Syrian community, which is tourist restaurants
in Hama city, and to achieve the objectives of the study and test its hypotheses, the
researcher collected the necessary data by designing a questionnaire that was distributed to
the individuals of the sample. Which were chosen randomly from the study population, where
(389) questionnaires valid for statistical analysis were retrieved, and by using the SPSS V.26
program for statistical analysis, the study found a number of the most important results are
that, there is a positive significant effect of the dimensions of service recovery strategies on
customer satisfaction separately, and is considered the most apology strategy influential by
30.9%, while considered at least influential by 18.1% amounted to the response speed
strategy. The study recommended several recommendations, the most important of which
are, strengthen the culture of apology, compensate customers who are exposed to a situation
of service failure and solve their problems with the required speed in order to increase their

level of satisfaction.
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> (Harrison-Walker, 2019): '"The critical role of customer forgiveness in successful
service recovery' — University of Houston — United States of America.
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> (Liat et al., 2017): 'Hotel Service Recovery and Service Quality: Influences of
Corporate Image and Generational Differences in the Relationship between
Customer Satisfaction and Loyalty" — Sunway University — Malaysia.
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recovery and loyalty for Low Cost Carrier travelers' — Far East University — Taiwan.
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Loyalty' — Semyung University — Korea.
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(2019 «lSy) duha e daanl) Liay (el s (2018 ¢ gpusally liall) 5 (Liao, 2007) 5 (Kim, 2007)

el e Jgemal) b Glad) gl e DALY 38 a3
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desena e lgdape DA e LilawY) (g5ine 3aa (e XU & :(Content Validity) ggisal) Gaa 1-12
Aala) SLaBY) A 3 L i) Aigl) plimel (go ¢ calall indl Jlas 3 5yl (553 el B2l (50
Ailaly ihle delua salefy AiliwY) doad 25 agilgangiy agillaadle o 5lig (1) ) Galall (den
(2) ) Galdll Al Ly gems LAY dae] D5 elld ppin g (AY) Claall (mns Cidag

AaaY) Sy cGandl Y Al bl Gaa Jle WSS i(Structural Validity) sl Gaall 2-12
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O gy JLid) il (1) ad) Jgaad)
dgen | ot || B O | O
aya SRR aya SRR aya SRR
0.000 | 0637 |19 | 0.000 | 0647 | 10 | 0.000 | 0.496
0.000 | 0739 20| 0.000 | 0601 | 11 | 0.000 | 0.580
0.000 | 0632 | 21| 0.000 [ 0733 | 12 | 0.000 | 0.539
0.000 | 0765 | 22 | 0.000 | 0465 | 13 | 0.000 | 0.530
0.000 | 0542 | 23 | 0.000 | 0650 | 14 | 0.000 | 0.546
0.000 | 0585 | 24 | 0.001 | 0414 | 15| 0.000 | 0470
0.000 | 0557 | 25| 0.000 | 0514 |16 | 0.000 | 0611
0.000 | 0572 | 17 | 0.000 | 0.596
0.000 | 0704 | 18 | 0.000 | 0.698
SPSS V.26 galiy clajia o falie) dald) s Ga 1 jadl)

ey 1385 (0.05) e J8 AV (giuse vie Lilian) Ay bl paen &1 bl Jgand) 8l DS (e ey
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:(Internal Consistency Reliability) i) i) ald 3-12
Oladll) Ales Cagyls Ay 80 e ST i 13) Gl &5 A By BN o ) el GlE pd
.SPSS zaliy Pha (e Liedai) dfiall e #lig S W Jale aladinls @il #hatu) & .(12406= 2009
0.80 ge o) 13 Tany <0.805 0.60 cw oIS 13 Yssias 0.60 oo JH OIS 13 lsa Wl Jalase _yiinag
i Wg,S Wl Ayl Ll EDleles 5 (2) A8y Jsaadl maass .(Sekaran & Bougie, 2016, P.290)

¢ g S alf ARy Ll cdlalaa il 1(2) a8 gaad

ORI || N [BR | W ||

Elig S @ Jalaa | bl axe il aud
0.817 4 1Y) L)
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0.856 4 Cilizaygail) Al
0.766 5 Jeard) L,
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Lgal) el asal) aay )
47.6 185 S "
52.4 204 S i
20.1 78 L 20 o S8
58.9 229 L 40-20 "
14.7 57 L 60-41
6.4 25 L 60 o S
38.0 148 el
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29.8 116 < 150 "”‘féi’ Rism Bl 2 100 Sl Ja)

Ay g Bl
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41 0 ptylael (po Faasd iy Cim QL) A5 g Ll ulSa ATl Ljanl) Ul e W oS (1 (47.6)
Bl ey zadiey el o L Cpand LelaaV) Al Gl Lady o) e Slijie e (79.0) diw
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oy Lasty ATl aas (e SV KB Ly 50 Gl 150 Jaall iy A5l ety ST A ygw B Call
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Hypothesis Testing :cluasl sl -15
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R R2
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SPSS V.26 galiy cilajia Ao Talaic! ald) 032) 0 1 jbuaall

Bl Adpaall Wied e Sl (135.629) &adllly disenal) Fdad & Gilad) Joaall il DA e o
G LS ¢(dand) L) ol aiial) o Algiaall caiiall Ailean] AVa (63 o) A agn Slo Jmiais (2.22)
) epn 85 .(0.05) Auh) 3 el AN (g5ine o real (0.000) 3Ly FY AN (gine dad
Slailiay (@ < 0.05) A2 (g die dilas) AN 5 olad A aag (gl Al dcajil) J8 & Azl
Aieall cially ) el (s Aalagls Ao Lol ADke dgas () ) s L dpandl Ly 3 2eadll 2Dl
Jalas Lad PlA (e lld maaig o(Hair et al., 2016, p. 223) 0.805 0.61 o Ll V! Jales oIS 13])
Aicially Aeieaall lpsidl G ) (R?=0.639) wasil) Jalas dad iy .(r=0.799) dalllly saxiall Lalsyy)
Laliaddy cAolai) deju dantlialy «badil) 00 Eatliidy AN da dailjily ¢ loe Y] Lol i)
(Jsed) L) il psial) e Bl A cysil) e (%63.9) it Lo s (b el
oeial) e laytl (gaey Alial) cibsial) G e IS Ll Bl o A b a8 (5) &) dsaad) s

al
i) S o it JS Bl Bl i ) Gy i 2(5) ) Jsend)
i AV gia | Aagunall t Ljard JHicall _iaiall
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4 0.000 5.947 2110 AUial) Ja daadhyin)
3 0.000 6.326 2190 Co ppaadlil) A A i
5 0.000 5.135 1810 Lt depu dausifiad
2 0.000 7.262 2550 ilaygal Ll
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