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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).

42



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

1daadall 1

Ui oda Lpdl A5l gyendl) "cumyl ye dalall g<all cilyih e W
Gaw OsSie (Alby clginan jatip daslell A5,A) by (357 8 (Al el ainil
glhadll i elpw ol e sha M Jyeasl) Li€a YV Wils logad A0 lg
Vs (b dendll (b dilay gafgll et GISHA auand o aliy) o eadl)
o daaall b gy aen e sa e Blad) (Kar Lo (Slg lgie e Y deaall Jid
ginan 0o Jlius leding g ol 450 #las dajdl Joay Jadl) 138 llaion
Al 3D Baga il o8 Lo (gyin Cum (Cand) 138 b esuall adde i L 12y
Aalall (goally el DUSH e el pand) sles o Lgishy A5 Jpand) oo
Cigaall ALE dalall (<) o e a2 (Aad A el @glally cugal) e
lineny Al Bree e (o lgd L Auhall 3aiad Lesly dalal) (goSall Lol
e Jas ol BlaYly (gl e cany 1A ccamily) e daldy sgend) ol
Lo geeny Wbladly 3580 Gl e Bade e A5 B LY cdendll J gy
Male Bpete S5 38 g 0K ) Oy $Dhenl) Jads o Al Cllgall ld caesd
Sial Al
sduanl) A 2

Loy 52 e iy il hainls ddlan Bliayl ) Wil @l e
Clalag bl )l o Cun clagin dagSaall ADall 5585 lgiled ey lgic ¢Dlanll
Wishs Andlis Bae Ao lelpan ) daesdll Gl 285 3a5ially dpsaiall ¢Dlanll
Al Base GsSie b deadll Jdd gy vie (Sly gDlee ae 2aY) dlgh Al
Dina (s ol lgga 3 alEY) dolul) e danlig ueall Hlay Lol 4S540 Al
s (e Wy CoitVl e D) LSl o anlaly dwae 5Ly Ll

43



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

dle o phudl i oSa ¥ Cus itauy AGAl ere il e LSl
il ACaA) 03 LAY wlad) el W gy Le 13 LY apen s )
Dbl cun O9Sia JUlbig clginan ety daslell 4,80 Gyl (sa55 8 A Ledlse

s ) sl Jlged) DA (10 Al (adls (Kasg A5

¢ Janll Aualiny) SLSolad) e Lllal) Al 5358 55 520 (sf )

) ALLY) die g i,

Sea il e Aalall (oAl e Adlal) Al 5asa S5 20 (8 )
¢ iatll oladl o Akl A 53sa 55 520 gl S

GLSl o AU Jieall LG 8 Al WD) sasa b Lo el
el

LOphalud) eDlaall pe A all B Ma] 8 SN Sac s

QB e (b QSAEN delad Al degall @lghdll (men e ssall o)
Jadl Ldln Ly g ing Las ¢6¥5 () Jaaall Jads Jagay daaall

s dlady) Akl A N Jpam Al Ashaial) adl) AaS o (A lgki)
cdaaal) oYy

o Aeadll i g gy die Jrand) pe Jalaill dperdll S35 ilisnsgall il adiy
cledl DS S i) e dalall (gsSall xie

44

.1
fCual) e lall DS e Bl 3D Baga 55 5% 6l ) 2
3

(DA (e Cand) doaal Jian s uand) :\...\AAT 3



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

) Bl b o) Caloal e cduad) Gilaal 4

G b daall ZDA Daaliy) LSl e adlad) A s3sa 5l (g3 Al -1
i) e 354

Lala¥) aie s s 3 A Bags 90 Sy AWEDU Jieall LLGE (e (el .2
Ll

) Slcayill e il agh riand) Cluzagd 5

alady Al Baga o Adlas) ANS ) ADe dag VY i AN Al duadl)

AV daejall laca il) Laca i) 038 e iy L Jaenll ualiY) LSl

i) e daladl (ge<ally AR sasa G Ailan) AV 3 AL aagi Y -1

el DUS5 AU B35n O Ailan) AN 3 ADe 2053 Y -2

iall sl Al 53ga Cpy Aflan) AN @3 ADle 225 Y -3

LSl o D) sasal dilas) ANVa g3 S ang Y AH dewdyl) daajdl)

el el

Claially sl (1) &) JSa muag 2(Ganal) lpiia) Ciaall el 6
iy Algieal) dulud)

45



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

AdEiy) el gl

el S
) e dalall g8l . - ABMal) Saga
iadl) gl -

Adlyiiag diad) zisal (1) <&l

rdailaY) Aildpty o) clalbaa 7

Jid o Gua cdlaall i oo Jir s Aaasl) o g sAesdll B ageda
Gassgall ae Oel) Jale el Lghgon (Sae daaally dliaie Eola o ey dendl)
@A Joaill lolag Loayll aad dalgll claasall aaf ail e daxal) Jad 1) g
Lol

Cind (A eslly L peall Glally KA Ldlaa sa talllY) A AaS)l) aggda
punish (cwb) ddled Slaall dala s A e delill JIET e <5

Pl A laY) G SISEL )y Blalls

'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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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.
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