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Relationship, Trust and Customer Reactions to Service
Failures

Fan Xiucheng, Liu Jianhua

Abstract Quality service plays an important role in the development
of customer relationships. Based upon an experiment study, the paper
investigates impacts of service process and outcome on customer
satisfaction and repatronage intention, and explores mitigating effects
of customer relationship and trustworthiness on customer reactions to
service failures. The findings show that there is an interactive effect
between service process and outcome, customer relationship and in-
duced trust mitigate the impacts of service failures on post consump-
tion behavior.

Key Words Service Quality; Interactive Effect; Customer Relation-
ship Trust
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