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Abstract:

. . . . . - . Fh b
Using factor analysis and regression analysis, this paper conducts an empirical analysis on b B G
the relationship between online service recovery and customer loyalty, and a model is built VN (- e
to analyze this relationship on the basis of justice theory. The study proves that service PubMed

recovery is consisted of five dimensions: explanation, communication, system, feedback and
compensation in e business. Service recovery has important influence on customer

perceived justice and customer loyalty.
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