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The effect of relationship quality on customer's

online revenge behaviors upon service failure
""a survey study on a coffee shop in Damascus"'

Douaa Hasan Arsan
Supervised by Prof. Dr. Raed H. Alsarn™

Abstract

This research aims to determine the importance of service failure
stage in influencing on the future of company and its service history,
retaining its customers or losing them forever, and the importance of
correct dealing with customer, when service failure, to avoid the
catastrophic consequences against the company, in addition to know
the impact of customers' high relationship quality in service sector
(coffee shops) on their retaliatory behaviors via the internet when
service failure. The research community consists admirers and
followers of cafe's page on Facebook. A random sample of them was
100 customers, the most important results were that the level of
relationship quality is very high for the clients, there is a very strong
and direct correlation between relationship quality and customer's
revenge behaviors, and whenever the relationship quality changes by
one unit, the retaliatory behaviors will change by (0.887) in the same
direction.

Keywords: Customer revenge, betrayal, online public complaining,
avoidance behavior, online negative word of mouth.

Business Administration Department (Marketing).
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'Huang, J .and Chang, C .,(2008), "The Rule of Personality Traits in Online Consumer
Complaint Behavior and Service Recovery Expectation”, Social Behavior and
Personality,36(9): p 1225.

2 Bechwati, N. N., & Morrin, M. (2003). Outraged consumers: Getting even at the expense of
getting a good deal. Journal of Consumer Psychology, 13(4), 440-453.

3 Grégoire, Y., & Fisher, R. J. (2006). The effects of relationship quality on customer
retaliation. Marketing Letters, 17(1), 31-46.
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4 McCullough, M. E., Rachal, K. C., Sandage, S. J., Worthington Jr, E. L., Brown, S. W., &
Hight, T. L. (1998). Interpersonal forgiving in close relationships: II. Theoretical elaboration
and measurement. Journal of personality and social psychology, 75(6), 1586.

5 Crosby, L., Evans, K., & Cowles, D. (1990). Relationship quality in services selling: An
interpersonal influence perspective. Journal of Marketing, 54(3), 68-81.

6 Henning-Thurgau, T. & Klee, A. (1997). The impact of customer satisfaction and
relationship quality on customer retention: A critical reassessment and model development.
Psychologie & Marketing, 14, 737-764, p751.

’ Fitness, J. (2001). Betrayal, rejection, revenge, and forgiveness: An interpersonal script
approach. Interpersonal rejection, 73-103.
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4. Relationship quality determinants and outcomes in retail banking
services: The role of customer experience, 2019'":

10 Grégoire, Y., Tripp, T. M., & Legoux, R. (2009). When customer love turns into lasting
hate: The effects of relationship strength and time on customer revenge and avoidance.
Journal of marketing, 73(6), 18-32.
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! Fernandes, T., & Pinto, T. (2019). Relationship quality determinants and outcomes in retail

banking services: The role of customer experience. Journal of Retailing and Consumer

Services, 50, 30-41.
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7. Assessing the Effects of Service Quality, Experience Value,
Relationship Quality on Behavioral Intention, 2020'*:
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13 Wu, H. C, Cheng, C. C, Ai, C. H, & Chen, G. (2020). Relationships between restaurant
attachment, experiential relationship quality and experiential relationship intentions: The case of single
friendly restaurants in Taiwan. Journal of Hospitality and Tourism Management, 40, 50-66.

4 TRAN, V. D. (2020). Assessing the effects of service quality, experience value,
relationship quality on behavioral intentions. The Journal of Asian Finance, Economics, and
Business, 7(3), 167-175.
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5Dorai, S., Balasubramanian, N., & Sivakumaran, B. (2021). Enhancing relationships in e-
tail: role of relationship quality and duration. Journal of Retailing and Consumer Services, 58,
102293, p3.

"*Nataraj, B., & Rajendran, R. (2018). Impact of Relationship Quality on Customer Retention-
A Study with Reference to Retail Banking in India. International Journal of Business &
Information, 13(1).
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'7 Cranage, D. (2004). Plan to do it right: and plan for recovery. International Journal of
Contemporary Hospitality Management, p214.

18 Goodwin, C. & Ross, L. (1992). Consumer responses to service failures: influence of
procedural and interactional fairness perceptions. Journal of Business Research, 25(2), 149-
163, p 154.

19 McCullough, M. E., Rachal, K. C., Sandage, S. J., Worthington Jr, E. L., Brown, S. W., &
Hight, T. L. (1998). Interpersonal forgiving in close relationships: II. Theoretical elaboration
and measurement. Journal of personality and social psychology, 75(6), 1586, p124.
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2 Ward, J. C., & Ostrom, A. L. (2006). Complaining to the masses: The role of protest

framing in customer-created complaint web sites. Journal of Consumer Research, 33(2), 220-

230, p223.

2! Silverman, George (2004). The Impact of Customer Loyalty on Word of Mouth (WOM)

under different Customer Satisfaction Levels: A Case Study of CPAC Ready Mixed Concrete.

Sasin Journal of Management. (10) : 84-101, p89.

Allaal) Al s & gl AL Usi 3 Laysng Aassl) 3l ala gkt 20176588 (alalS ¢ eJseasll 2™
Ba dhudy daals Dl (BarthLink) 358 Al e die oY ddas dulp [ A58 sygeal elill o0

54



2021 g 2320 — (37) Aaal gl Gl ol B il Alsn

oo i) e @Sl Jean of KAl (Ko dllng F P Al dee e
lal eDlin) (Say dajdy il Ge L2 () lginans 455810 (5353 daiis )8
o< e Jaeall S Ciny Cum Allad Aiylay Dlaall (55K 5yla) Lidadll pad (A
o JalS S Lzl Gl 4l A5 Joaal) i Leaind ASyall pow dliay lajlicls
laj g8 Lt diph ol Clesdll Gams ae JSLae 4 ) A5E0L eDleall dend
lginT 5 (rag LgDland dadiall Landll b Chncall Lol ddjna Cun (g 3S5al0 L)
Ddy ol Azl Lgialleay ciglly olasl) LeDbly lele oLa¥) ASAl e 1
oardly 4530 ) aay lgan Ol (KAl saae Gl dlia o ) slay)
oary Ol 28 et dsaall ) gag GO madly dedd) adie ) gag AV
adlsll d oSlg canl adandly o ) (B Aaa ey o Tasly Tabes Tadas o S50
Gl 138 ae Jelil) s agd) asias aSB S oDlaall (oI5 Gl LDl
S sag B Dlaal) JSlias slaia¥l are Ml (leBDlens wg3 ¥ 3Sa o ol
Jealgill By ojtiai Laly oZ5)S odag W) Dlee d9ag a2 ) ol Sl ISl
o) oAbl Bl (ot (Wl dicliae 5ok BlaiuN) deju elan)
pre ia i) S 3 Aibad) aualgall pe Gslelinng cahaiadlly ¢ jugilly «dls
o Lokl jeladl e dals Al a0 Al dgle dable Al Lyl

% McKnight, D. H., Choudhury, V., & Kacmar, C. (2002). Developing and validating trust
measures for e-commerce: An integrative typology. Information systems research, 13(3), 334-
359, p342.

 Ppatterson, P. G., & Spreng, R. A. (1997). Modelling the relationship between perceived
value, satisfaction and repurchase intentions in a business-to-business, services context: an
empirical examination. International Journal of service Industry management, p416.

55



Sl G sled Fandll i die e V) e Jheadl el IS ald) e Ml 32 g i

Aanyed) Llai¥) g eral) Jad dalay poigll diad P (Camally Caul) (V) dp3)
el s b LAWY o agandny AOAN g Lol Al sed d Luls)
Jui A5l o G 13ay cpgaal Jeaal) Ui Jlisg (ASEN olad dulady) dusadl)
Dl pie dla b Ul Poen iy gpul Gl dSLad Jolall slad) 3 bases
G b daeadl B (e Laalin) GlSold Gl a8l Ayl dalledl) axey Jidll e
LgilSa Y oISy (o<l 5ol abially Lelad eyl of 4580 e oy ladied 45,40
cob L ilail) ey Shing el alel Lginan g Uadll 3

Jabaall 8 Lulag) 0585 oy Do) w4580 e Gy 15lCal) dallaal ilua
& Lad selg (il Sleall ae pdagll Bags o laac b @ll (<) o
o 7 est LS padlidl ) Dlaall iyt pias yhall Aacage dola ) Jeagil
tdaeall cume il KAl gy Jla B Al a8 A Glghadl) e

050 al ) 635 Lae cdaal) o sjiaty Jand) s Gua ALY 2ok Y
O 53 ok (oAl cumill b el 3o Caliie¥) Ly (Y Lei)y Caalgall
G HLEY jaats ceallal daad da leleay LeDlinul dijpe 45480 o g
5s\Sa) e Jalaill ilshas

2 Zeelenberg, M., & Pieters, R. (2004). Beyond valence in customer dissatisfaction: A review
and new findings on behavioral responses to regret and disappointment in failed services.

Journal of business Research, 57(4), 445-455, p447.
Apsntl) L) galSaily g2l A gedl) VL ly addll #5la) alas oy A 2018 e ¢ lind) 20
A70a 37 Aadll (120 saall (@hall & dbalall dald) S (5L e diie ol Allas udy) Osll Aulay)
Jisa3 1350 ddlae e Wla caili Jac Jlae¥) Jagy el S Ladla 19996 usdIS ¢ lga il sLL Y
() alal) e el A jlaca) g pdall 20al) chaidl il ailind POl ) Dleall (g<s
7—4ua T d ‘E)Mﬂ\

56



2021 g 2320 — (37) Aaal gl Gl ol B il Alsn

o osSa e o< oy olsSE e @haly Jaead) e YT dlle il Sa-]
LAalay)

G ey LAl ral 8 TEE LS agh daeall o 38 il oK8 -2
Ssl 8w Y s ki Y Jslag Ol ) 138 (o0l e Laeles

aspa Gl Quaall eV (g5l o lasdly GileVly sopeall ley)-3
Oe Jlie Cige Jaeall 3l laaid K20 & o) 5 136« Sall aey (Sl
Slmd el wnksy Tai o U8 Loy Dlos doe st cald oS clay 1308 a0
SO aad Geag ddale ddyh ACEL s e K & e

ool Jon Jlgadl U pgdll sy AL 2eg patis : peil) e 56Sal o Jilni—4

ool LU Cilaglaall gan Anmy daeal) g o 1A Slasheal) peal =5
On Gl L) Clagled) pen ony cdepun AN Jag Lol [pai AllsY)
adln et cJans Y ol (53 Slead) of daenll (558 (6 a8 Ll Clgag
iyt A Al aalien Y sl 8 AICA)

o) Ganiid 1eh reaiadl asf L) cans 158 ASE) Ja—6

Aaieg cpanlly e o) (e AL 45 () el SV s oy 2daend) £I5=T7
daaaify ial) alaa¥l deal) ey Cus ol o o eod IS o e SHL el
e Jalaill (pAY) ag O e dandiy Jy e shdll S e

S chsdiall e Jelil) aned aghlal (AL Sl e dele Gl (553l

el pe aglSlie ol WDlen 2 ¥ AHAN oL paeall agie dulid) cilidal

Ox AL giein AOaY) Al 8 Allaall aae sdesy chendl) i Ciany Levied

A$pal Gaginn o sa sl saleialy deadd) ~Slay cilshall aal ey <lgiiliyy 4S)a

57



Sl G sled Fandll i die e V) e Jheadl el IS ald) e Ml 32 g i

A Ol b il e AGAD b Joe¥l DA e ail Y llie) aaig Uaally
3 gell b eVl sa JneVl ol 3 caisie € WS oy Al dedd) abiy
LS Y s e IS8 anly Gum 70 ansl Clall) ol 2l ayes
el e Ganll ey @M L Jos Sl e N lEeY] 2 laily cdeadl) Jad dlls
G o pel it oF sun Lo Wl LI g8 caegiy Jadll s o el aaiag
Ny caall dane o pals€a 335 AGa o lpmiuy s dau] 2080 ob GsSus
Clelal 235 of lgde and cagilath 05 Yy Dlary LlaaY) e (ajd @ISl
dalles o @b 93 Guaiie Sy dlaaall Jad) dlls dgalsal o) 43l
osrd ol 138 eV dejey o lieYls cliasall e cal gaall Jad)
Y L aledily ¢ uudliall Jpatl) 43 aledily cAulas¥) adll 2alSy clia)lls
sAhaad) daylal) (11

o e dme s b pgetl U 4 agie il s gl 0sSLadl T8
Adle 335 @illy g ane aBle of Hlicl 4l Jaddll gl e derdll b i
Lilas¥) L @l dalledd SPSS.21 zaliy clinks o 52Ul cady
Mgeilaty (anball lgasyss JLad) ae daslial

) die (ailad
:4Y) Adhranl) el s Cand) Aie I i) LS clangl) ol Led G

osiall e (309 Aubl) Lie 2 353 (1) Jsaad

Aghall o asal) e} it al
%34 34 1S3
%66 66 &) ouiall
100 £ sanal)

28 Bell, C., & Zemke, R. (1992). On-target feedback. Training, p6.

58



2021 g 2320 — (37) Aaal gl Gl ol B il Alsn

el (Sgieall e 3y Al A WA £555 (2) Jgsad

Apial) Al Aand) sadal) cilid aadal)
%50 50 J&i 3:13;13
%14 14 Ag2a
%27 27 5la) | |
) Syl
%3 3 asha .
%6 6 Ll alu)
100 & ganall
el e Gy Al Ae A3 355 (3)dsaa)
dugial) Al Aand) i) culid i)
%5 5 L 20 (e 8
%56 56 w29 A20 ¢
%27 27 w39 N30 ¢ Ll
%9 9 Lwd9 N 40 o
%3 3 50 ;e S
100 £ gaall
©eid) Jaa haigia yitia (3h9 Aubl) die 2 55 (4) Jsaad
Lgtal Al i) il i)
%40 40 &) 50 ¢ JB
%37 37 <&l 100 ) 50
%13 13 <l 200 A1 100 (s Gyl Jaal) augia
%10 10 <&l 200 e Sis)
%100 & ganall

Lahal) Jaa Al @il Ao byl dald) 1 jadll

59




Sl G sled Faadll J38 die ¢ 31 e Jaead] daalgiY) UK Gl e A8 83 g i

Al aldy Faa
Cmaadiall (e desens Ji (e aaill DlawY) (e S :gsiaall Gla
Oe cled ARl BLal) dus DA e KB S LU Geid) Gaall -

A1 Jghaall b
Jiasal) jtiall aa ASLGY) 253 Joli)) cDlalea (5) Jgaad)
LY Jalaa al
0.01 xic Jls ** 0.05 xc Jla * :
Do) 3asa < Jall gaal
**(0.904 1
**(.852 2
**(.898 3
**(0.937 4
2l uiall A a5 (g3 ) dad e ASLIAY) gy Baly) Blalas (6)d 52
LY Jalae (5 | By Jebe | o) [ B Jelae | )
ciall) lglad) D dad) [ o) SN SN ) [Aalal) (gD 1) 2
**(0.938 12 **(.826 9 **0.905 5
*%(.942 13 **0.933 | 10 **(.852 6
**(.950 14 *¥0.903 | 11 **(.804 7
**(0.939 15 *#0.912 8

ssaall as gag Lo gudan g sla¥) cilags Jals) cdlalaa (7) Jgsall
Aol (a5 ) () i)
Jsaall Ay Gl ) R s 2ty SN Jalaa
*%0.974 *%0.910 *%0.928 1 S )

*%0.982 **0.971 1 g.'aL‘:S\ |
**0.949 1 Gl anal)
ssaall da

SPSS.21 zalin cla e juaal)

60



2021 g 2320 — (37) Aaal gl Gl ol B il Alsn

Gy ¢RI BLAY) (he dadine day Cheat BkanY) o dBLA) Jglaall e oy

- gsail) gial dndtiye iy
tlaag (yfimyla (385 LlaLY) Gl (e aaill 25 : bl

Alad (e e U< a9l Ltatl) A5l s Jalas z A%l &5 tdieatl) Bl cila—1
«Oshr —Olone Aales aladinly QU Jelae maiay il Lgysaaly laaY)
cOalaall 038 Ao g (8) Jsaalls

llyg duall due bl oyl lag € W Alsles pladialy Al Gla¥) @ils-2
o) Lgysaals 3LaY) slad (e 2ey S

Alauy) ald cdlalea (8) Jgaadl

(S i) i ssad (il i) Js¥) ya
& ligus Labail) A5 ) ¢S Ll A5l
0.919 0.943 i ‘
0.944 0.938 B 0.977 0.976 S s
0.958 0.955 =
0.964 0.975 ]
Py

SPSS.21 zalip ilajda @ jiuaal)

o BIS 2B daitpe ilS dppeatl) L5l Cild el a o dsaall e 2l
oo il dadipe Gl Ghdie chal DY) Gl dieg couadll Gpnysaadl S
pailadll lgd sy dadie Gl Gla Chdje chan Ao o G
eyl LDl A i sonal

61



Olus Cpun eled

Fandll i die e V) e Jheadl el IS ald) e Ml 32 g i

dada gl) <l e laay)

e Ble J€ dam yoaily (DlawY) aead (B cwladdl )l ulie aaicl
) a1y dnluad) Clabigiall Gl Al (omladdl S wlize Ao dlau) alyle

t Y 3y bl iy el

A jnall iy ly dubual) cilbagiall (10) Jgaad)
(JEiwal) piiall) Llal) 5aga jsaa chlie Lo cbladl

o Al
cilaiy) i
g Sl ubia Ly | e Blad) ]
iladd) .
3 (3lga 1.127 4.14 b Cusin gidl) g B 1
1 Bady (3dlga 0.907 4.51 Al i) ga SBle 3 2
4 Gilsa 1.355 4.06 | Sldg i i) e S| 3
bua ABe (o cale JSiy
2 5da (3ilsa 1.023 43 | € = f 4
La2il) arka
Bdu 3blse 4.777 4.26 L) Baga 1 J ) ygaal)

SPSS.21 zaliy cilajis : jsadl)

Dpaalls Lalall chlall e pfignad) lls) daugia o Glall Joaall e i
da dj&\ Jj;.d\ ‘;r— C_ﬁls‘j Badn (3ilgas (38lga yu Caela (E\EM\ EJ};) d‘;}“
+(4.26) (olea haugiany ST b Ao Bady Gilse

62




2021 g 2320 — (37) Aaal gl Gl ol B il Alsn

Jda¥) all e Ao aliladld &bl clihaiYly dulual) clawgial) (11) Jgsad)
(2] stiall) Asaldnny) claolud) jsaa aladd (e (TN e dalal) (g5S)

e Al -
(e e | SRR o sl i
Shxal)
coalail] i
Lowdl il 4 QUal jpdia iy agdle
2 (a8lsa 1.495 4.04 A o AaBlgag CiiN) e 4Rl 2ol S
=LY Jualsill
55 Aayg b ehal) QBgY Ciela) HAT)
4 Slaa 1.578 3.36 e isdl Jualsl i 6
1 Gdlsa 1.328 4.11 g s Lo Ay ghall Adlee 3| 7
3 Ghlsa 1.459 3.99 Adadan b e Juang ghal daal o ajf| 8
(Bdlga 9.033 3.95 Y e dalad) (geSall 15V aall

A s e o cbladl Apbaal) cldjaily Lulual) claagiall (12) Jgaad)
() iiall) Avaliin) cilSolod) jgaa slad (o (B e alual) SIS

- Cabila e daill | iyl . 5 3
il el s Shad oy giall 3laad) a2
. il aae Jolish of )
1 Glsa 1.297 412 sl canlill oah 9
] Lol ity gl of auf
2 Gilsa 1.451 3.89 B3 i gin 10
o Abaal e s3] il ¢
i 1y oo Laia¥) Jualgil) adlsa
3 (#lsa 1.657 3.88 Sl adh s gdal 11
railly
. bl )z A )
Gilsa 8.315 380 | ¥ e i
<Ay

63




Olus Cpun eled

Fandll i die e V) e Jheadl el IS ald) e Ml 32 g i

G sl chle Ao cbladd djlaal) ciléaily dnlual) clbawgiall (13) Jgaall
() piciall) Aaliin) cilSolod) jgaa slad (o (tial) gloatl)

i) -
WAl | e e “‘:‘L‘ i seall i
uladl) agd | FT
OSaa b Ll o BT of
3 (Rlsa 1.725 3.66 distance (i) dlud) a | 12
o) Ong A
" By LS it &
2 (Rlsa 1.648 3.68 i (e ) 13
Aly cohial g BN gdib f
4 (BRlsa 1.639 3.57 Jualsil) gdlga e 4l aia | 14
.= Laiay)
1 (lsa 1.610 3.84 -ogia) ga Jaladll g3ef of ajf| 15
(38lsa 6.240 3.69 cemiadl) gbeal) s EIEY sad)

A gaall alad e cililadd dujlaall clbaiVly dulual) cilacgiall (14) Jgaad)
Loaliiny) clSlad)

e Aol i) . .
] Jacgiall aal) )
L oladd) G (bl (Slaal) o ) -
1 (adlsa 9.033 | 3.95 i) e dalad) (ge<id) 1
(a8lsa 8.315 | 3.80 S e ) 2N 2
3 (iblga 6.240 | 3.69 siail] e ghd) 3
. 23.024 S sbead) ) gaall
) ) i
($Blga 3.84 Aoyl

Ol Gl (g3aa e bladl djlaall i)y clbugiall (15) Jseal

"“::LA‘:;" . ;ﬂ\ Ghaall iy Sl sl
(a8lsa 24.805 3.94 (Jiial) piiall) ABSad) 5ag
(bl 23.024 3.84 (ald) iall) dpaliiy) cilSobuat) alagh

64

SPSS.21 galis cilajia : s




2021 ) 38 = (37) slaall Apudind) s Bl bl 3503 Fadn Ans

Gilse dayd Byigie daalin¥) ClSolad) alads A s3sa o oDlel Jgaall Cp
Jaall (Sarg Al dae il & Nl Ao 3.84 3.94 Laaydi ulausgia
Ll L leg adiye Laalgicu AaliY) LSl alady Al saga (b G Lae
Al Jae

: uilailly alal) 51 s

Kolmogorov-Smirnova L) zili (16) Jgaal)

cliball el 2553 (0 Gaa3l
Sig. df Statistic A
.000 400 232 Ayal) Baga
.000 400 217 Lalal) (goSal) aay
.000 400 238 ) DAY day
.000 400 244 emadl) Sglad) any
.000 400 216 Ay clSglad) o

SPSS.21 gakiy clajia 1 juadll
CulS e JS aie Gigiyan LAY Ligieall Giligiue o Gl Jsaall (e cp
a5 Y A dahall by G JElLs <0.05 digiaall (gisa (o S S 3) disina

Al iy (uiladl Gl LIS @il (17) Jgaad)
Sig. df2 df1 Levene Statistic alay)
000 398 1 355.964 A3Nal) Baga
000 398 1 289.645 dalad) (go<al) ana
000 398 1 591.232 cralaad) S day
000 398 1 551.606 i) dolud) san
.000 398 1 497.189 Falany) clSolad) dlad

SPSS.21 zaliy cila e : jiuaall
Grima o J CalS BS aladl Lgindl Glisins o ) Jssall e o
dejge e bl o Gaw leay chuilaie e clilall Gl Sy 0.05 disiadl)
LD a Aadeadl) Eilasy) L) G 4ty dudlaie ey ek (<G
A Al Gl lasy

65



Sl G sled Fandll i die e V) e Jheadl el IS ald) e Ml 32 g i

IS il (gienn e el las) 5t dl Ll
aladfy 4Dl Bagn (pu Ailian) ANa @) ADe aag Vo AN dunil) duia il
Lalz¥) bl
P dae il il i) dacajdll o2 (e g itng
ciiyl e dalall (6o<ally Al Baga (u Adilas) AVD ) ADLe aag Y -1
i ly) e Al adll AdS Al Bags (u Alas) AN CI3 ABDle 2ag Y -2
ctial allly 3 53sa G Aflas] ANS I3 ADle aas Y -3
Al b oy G Glome b)) Jalae Glus @ Gl jill 038 daa o (3ol
t V) Gy bl il i) GlSolad) sl e agila g AU sasa e
Clalady) slaily ABall Baga o BLIY) cdlalaa (18) Jsaal

o Al Sl soSal
S gbd) | Sesal)

Sl ‘ 2 ‘ " BN Jalaa @
‘,.ua.\." A ‘,.dul Al

#%0,731 **0,701 **0.705 **0.717 Couelation A8l Saga 8

Coefficient =3

.000 .000 .000 .000 Sig. (2-tailed) i

SPSS.21 galin cilajia i jsaal

Al 4D sagn Jowall el baliyl el of Gl Joaall e i
Slo el oyl el dgludly ol SISl dalall (o<l 2y e dylail
e oo I 5 (0.000) lgusins (gsises (0.701 <0.705 <0.717) sl
2y ABall Bagx (o Srinas ngas g bliy) s o) s Jlly 0.05 dagiadl)
LSl bl A8l Basa e bl el OIS A Aalay) LSl
0.05 Lisidl siee oo Ji a5 0.000 Lisins (s5isa 0.731 5o JSS Laaliy!
Al ) LSld) sl L Bsx U (Gsinas Cases (g8 Loyl dllin lb 4ieg
19 Al Apumjil) mdyi Mlallg JSS

66



2021 g 2320 — (37) Aaal gl Gl ol B il Alsn

A Ao ADlall sagal Aslias) AVa 50 A aag Y AWl dwil) duda il
Aalz) LS ld)
Coil€y Anali¥) LSl 8 A s i Auhal aaiall sV zaas padiad
t ) Gy bl
Oa JS b ABNal) Baga T Aual waaall Jalaag saxial) BLEY) Jalas (19) Jgaal
JSS i) (Gginn Ao dnaliiny) ciliSolod) alad

Std. Error of the
Adjusted R Square R Square R Model
Estimate
6.172 928 939 950 1

SPSS.21 gualiy cilajia : jiaal
Oms ol sl c aaiall WLV deles A o Giladl Jsaall (e i
Aad Calig ddas sy (s0h Lkl 585 (0.950) il 8 A saga Jiesall isal)
A Lo Cped 8 (WD) 525n) Jiall uxidl of @l (0.939) aasall alas
casy o(Aaali) LSl dlad) Al uid) 8 dealall sl e (%93.9)
t V) Gy aaeiall JaaiV) oz 3gail il (s jlad) &3 ) Jganl)
JSS Al (Sgin (Ao aamiall jlaad¥) zigail cpbil) Jalad il (20)J saa)

Sig. F Mean Square df Sum of Squares Model
.000 1031.551 39298.856 5 196494.279 Regression
38.097 394 15010.161 Residual 1
399 211504.440 Total

SPSS.21 zalin cla i : juaal)
Y sid) e ral OIS Digieall ggine of Gl Jsaad) e o
z3sad Ols Aaaliy) CLSolull Mad 8 ABDla)) Bagal (goine S aas JlLs <0.05
Sl b aadadiad (Sas bl o A0 JAd 8 s daiall adll jlaasy)

67



Sl G sled Fandll i die e V) e Jheadl el IS ald) e Ml 32 g i

gginag Tasead) adll Jlas¥) #3ger culg AV Jganll g
JSS ddad) (S5iana (Ao Lghipinag Jasand) (add) jlasi¥) culsd (21) Jgaad)

Coefficients
. Standar.d ized Unstandardized Coefficients =
Sig. t Coefficients g
Beta Std. Error B 2
.000 13.188- 1.387 -18.298- | (Constant) 1
.000 65.003 956 014 .887 ABMal) Baga

SPSS.21 gabip cilayia @ jiaal)

3 ¢iali¥) LSlud) 8 Al sagal (gpina A1 @llia of Galud) Jgaal) (e i
3 opiall Gn BBl pags (Sas dagins gy bl Dsiedl) Gligiae culs
1Y) Aaled)

(A8l 5352 X 0.887) + 18.298 — =dwali¥) il Sslad)

Ol Basly Bang late Dl saga ey LS 4 Al Asbedl e i
Lyl iy G Leay 4w oYl (0.887) i paiis dwliul] cilSGlul)
Aad o deadll asial A8a)) 5asald dflian] AN 03 A1 ang VA Al
Wal) Bagx A5 dieg chadine sbal) ey an IS e elldy cuali) LSl
el L) lSld) 3 dardll asid]
gl OIS Z (e e gana ) Al L) crals sdanl) w12
Ayl Jae laall Tan adfiye 3R 5250 (g5ine -1
aine giall o Bagal) Adlall ClBall (553 Dlanll Lpaliidy) ASslad) (ggina H&-2

Leleg
G dealsll il e (%93.9) At Lo jud 38 (AD) B39n) Jieall uiall -3

agins Tan (g5 (s Lol dagy i o(Aaliy) bl slasl) aslal) il

68



2021 g 2320 — (37) Aaal gl Gl ol B il Alsn

AN Laliy) SLSolod) alady 4Dl 53ga G (Gsinag ngay (g8 bl i —4
Jabes (inl sladl i) e bl DI (i) e Aalall (oSN
Saall o Jsill Li€ay Cum ¢ sl e (0.701 <0.705 <0.717) o8 Lol
dardll L8 Gigas e dpalin) GlSoli agia Hlaws Rl pe ddladl Bagadl (540
Galy)) LS Al Baga camd)) Ll FOlal¥ly dlapail JEd ad g3
il Gun e i glade IS Gl Ga B DA daliY) Sl
i) sld) Taaly ol DUSH Loy V1 Aspalls sl e Aalal) (<)
daeall cr Al Al saga G 1Y agile ADMal) Basa Ll Cum (e el
395 (Al adlially lgdll a2jh caiag gy IS Wlal aan (pas 53 =Dl 4S54
e go Al s3sn Sldy Aushy 2] Aligh SBle ey e KA e
2 i) LSslor Capumilly Wginany AOHEN jede S0 slad $lanll V5o iy
Blasad) Cay ) ) Ay daldy e Geany SN ASEN S
e
Dlandl (e Tolania) ST IS gaall ae Bagall Alle DDl (553 eDlanll (f cpi—5
OSars gl an Anlm) LSl e S 5asal) diaiiie D)) (g5
Ja b eDaall (e e e ST agis 8 dlle ALA (e ddg e Ly Sy i
IS Llgans (b peaives Mg daspudd) agislaialy 40 axey L) Ji g oig
A erall 05 (A Sl ) Jgate Adalnd iVl e dealig sy (1
serall il gl (e gl (Ban Laali) il yail (sa5aw Laa (Jlialls S oS
padliiely V) e e DS dale (99K (g dna Jeliny dalad (Y ilals
g 1 agins Bl o ghall ddlaag pgl el 3) OsSin SlSolul) o2
cedkaall (e atlsu oo Basal) Alle ARl (g5 eDland) pe alaill die S ol

69



Sl G sled Fandll i die e V) e Jheadl el IS ald) e Ml 32 g i

Dlatar uatie deliy) clSoladl 1 saaly Basg Hlater ALl Baga Cuyirs LIS—6
i ola L (0.887)

t b L g dylailly Alanal) daball il e ol rilaiBal) |13

Lalig Cigall dasyadl dalleally doaad) Jid ggiy any ) Jabedll e 5€50 .1
dal Y @l ageadd of Cua ddle saga @) e agaal Al Slasd) as
Sagall Lmiiie Bl (55d edeall o Leliml ST g lalie

Jalsill ailge o agll Jae o saalie 058 o QAN e oy 2
Lhals cplaalud) Slaall e Laalil sl & il gy Laldll e lany)
Go NueYls cplaialad) eDleall Auladl ilaetl) Jalad ades cclsladl 13g] daspud
((San Sy £ yuls dilia) Lol 4ilSie g Loy Jaeal)

Slasll Coae (aliaialy oS4 cum¥) ye cphalddl Slaall dalall (gl 5l .3
Nginacs A0 Bpare T (ha Lol Lad 5 SLaia¥) Lgaiag cpladlal

Ao sdag Aeadll Jdd sy aic AU ST AL 4l 5agall Alle D)) 53 (aendl L4
Chldall a3l cuiYl ye (e aliuly o) duaall s Jsad) j0ds spkad
Al Jaeall e Jahasyly aail) cpapally Hdall e

Glala o Caplly (oMl (gl g L) Guh o Gwall Rl gk L5
A5al 58 (saag o(Aliisall) dadgiall Cilaloa¥) daliy ALl agilit )y eDlaall
el dlany) (8

pdll AalS) Slaall 4y asty (M) Sled) DKL L) e SISHE1 U8 e payall L6
VWD ey ke Bass (pead ) g2 el o Gus o(Dleall Ayl
i)

(Cplaalid) Daall i) e dladdl) aml pald slaal oSk Gl g T
Liginay Lole Lonsgaty oD))miely Aulggunalls Wljie) de e ol o of anag

70



2021 g 2320 — (37) Aaal gl Gl ol B il Alsn

el
A5al) digell Y Latly dendl 3l alai o AR (2018 e ¢ lial) —
G L) (e Aie hY Ablas ) el Lalad¥) dysedl)l ety LewlSail
37 dad) (120 saall ¢(Ghad) b Alalall daloud)
Gaael) Ly e Lfils S yend) lossd) 535a 2016 alhall (e ¢ jala celldl —
Clahall LIS = Laglsi€illy aglall Glagad) daals dchaliall el Ao dlane du)y
()17 Al cjlanl)
cudlh Ja eVl dans el i€ A (1999 dlS ¢ lsa tdiils sl -
Anlad) L) ¢ adlind 2o ) Olaal (5518 disat $hase ddlee o Ll
& o g A (g lad) palell DD Lunyall KA laca) (g pdal) aaall
Ledll Jab e daill) (gl dallen 2019.pled clagl ve ¢ ladsy cilia -
bl Alae o Galuse Jl) Cilgll e Ala Auly) Slaall Y5 e lajil
334 =323 ¢ 20 22l (15 daall (il Jled bl Jlod
kel alai e Lyl sl DA (g dugell) Lleal) Jasiiss 2015 Auais ¢ pauen —
bl aaall /s Ao cdain 8 Allad) aY) Cojliadll 3 Dk dudyy deadl)
46 —42
Ll A laysn daxdll ~Olial alat (3adat 2017 318 abalS ¢ Cpn (Joupll 2 —
s Ay [ ASE) Bgeal el ol Al Ak sgin & sl ASHL)
Loy daals iU (EarthLink) 458 (55 (e due o)Y

71



Sl G sled Fandll i die e V) e Jheadl el IS ald) e Ml 32 g i

:daial) aalal)
- Bechwati, N. N., & Morrin, M. (2003). Outraged consumers: Getting even
at the expense of getting a good deal. Journal of Consumer Psychology,
13(4), 440-453.
- Cranage, D. (2004). Plan to do it right: and plan for recovery. International
Journal of Contemporary Hospitality Management.
- Crosby, L., Evans, K., & Cowles, D. (1990). Relationship quality in
services selling: An interpersonal influence perspective. Journal of
Marketing, 54(3),68-81.
- Dorai, S., Balasubramanian, N., & Sivakumaran, B. (2021). Enhancing
relationships in e-tail: role of relationship quality and duration. Journal of
Retailing and Consumer Services, 58, 102293, p3.
- Fernandes, T., & Pinto, T. (2019). Relationship quality determinants and
outcomes in retail banking services: The role of customer experience.
Journal of Retailing and Consumer Services, 50, 30-41.
- Fitness, J. (2001). Betrayal, rejection, revenge, and forgiveness: An
interpersonal script approach. Interpersonal rejection, 73-103.
- Goodwin, C. & Ross, 1. (1992). Consumer responses to service failures:
influence of procedural and interactional fairness perceptions. Journal of
Business Research, 25(2), 149-163.
- Gregoire, Y., & Fisher, R. J. (2006). The effects of relationship quality on
customer retaliation. Marketing Letters, 17(1), 31-46.
- Grégoire, Y., Tripp, T. M., & Legoux, R. (2009). When customer love
turns into lasting hate: The effects of relationship strength and time on
customer revenge and avoidance. Journal of marketing, 73(6), 18-32.
- Hennig-Thurau, Thorsten (2000), “Relationship Quality and Customer
Retention through Strategic Communication of Customer Skills,” Journal of
Marketing Management, 16 (1/3), 55-79.
- Henning-Thurgau, T. & Klee, A. (1997). The impact of customer
satisfaction and relationship quality on customer retention: A critical
reassessment and model development. Psychologie & Marketing, 14, 737-764.
- Huang,J .and Chang,C .,(2008), "The Rule of Personality Traits in Online
Consumer Complaint Behavior and Service Recovery Expectation", Social
Behavior and Personality,36(9).
- McCullough, M. E., Rachal, K. C., Sandage, S. J., Worthington Jr, E. L.,
Brown, S. W., & Hight, T. L. (1998). Interpersonal forgiving in close

72



2021 g 3m) = (37) ol sl L aBY) o all 300 Ao Al

relationships: II. Theoretical elaboration and measurement. Journal of
personality and social psychology, 75(6), 1586.

- Nataraj, B., & Rajendran, R. (2018). Impact of Relationship Quality on
Customer Retention-A Study with Reference to Retail Banking in India.
International Journal of Business & Information, 13(1).

- Patterson, P. G., & Spreng, R. A. (1997). Modelling the relationship
between perceived value, satisfaction and repurchase intentions in a
business-to-business, services context: an empirical examination.
International Journal of service Industry management.

- Silverman, George (2004). The Impact of Customer Loyalty on Word of
Mouth (WOM) under different Customer Satisfaction Levels: A Case Study of
CPAC Ready Mixed Concrete. Sasin Journal of Management. (10) : 84-101.

- TRAN, V. D. (2020). Assessing the effects of service quality, experience
value, relationship quality on behavioral intentions. The Journal of Asian
Finance, Economics, and Business, 7(3), 167-175.

- Ward, J. C., & Ostrom, A. L. (2006). Complaining to the masses: The role
of protest framing in customer-created complaint web sites. Journal of
Consumer Research, 33(2), 220-230.

- Wu, H. C, Cheng, C. C., Ai, C. H., & Chen, G. (2020). Relationships
between restaurant attachment, experiential relationship quality and
experiential relationship intentions: The case of single friendly restaurants in
Taiwan. Journal of Hospitality and Tourism Management, 40, 50-66.

- Zeelenberg, M., & Pieters, R. (2004). Beyond valence in customer
dissatisfaction: A review and new findings on behavioral responses to regret and
disappointment in failed services. Journal of business Research, 57(4), 445-455.

2020/07/19: &asd) 33,5 s
2021/03/02: ) i o Ablgal) s

73



