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A Study on the Factors affecting the Recovery Satisfaction at

Logistics Service Failure

Youngro Choi

Abstract : This study is to investigate the strategy on forming a long term relationship
between logistics service provider and demander including maintaining strategy of it. For
these purposes, effect on the organization and human factor of Logistics service companies
and also, impact on the customer trust and relational commitment against service recovery
are analysed. Literature review and empirical study are used to modify research model and
to develop questionnaire for logistics service companies. Reliability for measuring procedure
yields the same result on repeated trials and validity for identifying the accuracy of the
accrual measuring instrument are also used. Suggested hypothesis are verified through
multiple regression method and the testing results are shown as follows; First, organization
and human factor have a positive effect to the service recovery satisfaction against the
service failure of logistics service providing company. Second, the service recovery

satisfaction also leads a positive effect on the customer trust and relational commitment.

Key Words : Logistics, Service Failure, Service Recovery, Customer Satisfaction,
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