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Non-Parametric

Research on High-Star Hotel Service Failure and

Service Recovery Based on Attribution Theory: A Case

Study of Sheraton Changzhou Xinbei Hotel

LU Min', ZHANG Shu-lin>, CHEN Na'
(1. School of Economics and Management, Changzhou Institute of Technology, Changzhou 213022, China;
2. College of Geography and Tourism, Chongging Normal University, Chongging 400047, China)

Abstract: The paper researched on service failure and service recovery based on the attribution theory,
established theoretical model, and proposed hypotheses. It analyzed variance in customers' judgments on service
failures of attribution, stability and controllability before and after the service recovery. The results show that: (1)
The types of service failures significantly influenced customers' judgments on service failures of attribution and
controllability. (2) Customers' judgments on service failures of attribution, stability and controllability were
significantly different before and after the service recovery. (3) Remedial measures significantly affected the
results of customers' judgments on service failures of attribution.(4) Customers' repurchase intention were

significantly different before and after service recovery.
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