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The Effect of Waiting on the Evaluation of Service Recovery
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Abstract

Service failure and waiting in service
are becoming common, but its effects on
service recovery are relatively unknown. The
purpose of this study is to examine the
relationship between waiting and evaluation
of service recovery resulted from service
failure. In an experimental study, we try to
find that customers’ satisfaction is affected in
different waiting situation. This study also
will indicate the research limitations and the
directions of future research.
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