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Abs‘[raC:‘[ In this study the severity and the attripution of service fajjure and the d striputive fir and the Procedura]
interactive fiir of service recovery were choose as four operating varijaples Thep 360 undergraduate and corpora
tion staff acted as sudy doject’S and 12 unit of scenarios of fajlures and recoveries ahout hosPita] service were de
signed Fmally by usng structural— equationmode] the mpactof the different dimensions on patient satisfic ton

trustand loyalty were investBated
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