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Abstract:
The current study aims to measure the impact of service recovery on customer retention, while
examining the mediating role of customer relationship quality, applied to customers of hotels
in Sharm El-Sheikh. The study relied on a questionnaire directed to a sample of (387)
customers, selected using the random sampling method. Data were analyzed using (SPSS V26)

and (AMOS V26) to test the study hypotheses.
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The results revealed a significant correlation between the study variables, showing that service
recovery positively affects customer retention through its dimensions (apology, problem
resolution, explanations, immediate response, compensation, empathy, and feedback). The
findings also indicated that service recovery has a significant impact on customer relationship
quality through its dimensions (customer satisfaction, customer trust, and customer
commitment). Moreover, the study confirmed that customer relationship quality positively
affects customer retention and plays a mediating role in the relationship between service
recovery and customer retention. Additionally, the results showed no significant differences in
customers' perceptions of the study variables based on demographic and organizational
factors (gender, age, and educational level). Based on these findings, the study recommended
improving service recovery strategies to enhance customer satisfaction and loyalty, while
focusing on building strong customer relationships by strengthening trust and commitment. It
also suggested developing immediate response mechanisms to customer complaints and
adopting effective communication strategies to improve customer experience and ensure
long-term retention.
Keywords: Service Recovery, Customer Relationship Quality, Customer Retention.
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