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A Study about the Effect that the Quality of the Online Shopping Service
Recovery to the Customer Behavior Intention

GE Jun',YAN Feng-xian'*
(1. Collegeo f Economics and Management » Huazhong Agricultural University sWuhan s Hubei ,430070;
2. Rural Development Research Center of Hubei ,Wuhan , Hubei ,430070)

Abstract A study about the impact that the online shopping service recovery quality to the custom-
er behavior intention, which is of great significance to the improvement of the environment of online
shopping market in China. Based on the interaction quality,process quality,information quality and out-
come quality of four angles to measure online service recovery quality,construct a theory model between
online shopping service recovery quality and customer behavioral intention,and put forward relevant as-
sumptions. After testifying the model,it is found that the quality of the results of the service recovery
quality significantly affect customer satisfaction and customer behavior intention. The direct impact of
interaction quality and information quality on the customer behavior intention is not so obvious, while
they can through customer satisfaction affects customer behaviour indention indirectly. The impact of the
procedure quality on the customer satisfaction and customer behavior intention is not obvious. customer
satisfaction plays a role of mediator in the relationship between service recovery quality and customer be-
havior intention.

online shopping; service failure; service recovery quality; customer satisfaction; cus-
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tomer behavioral intentions
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