el | ol | e
YA aed ryolsdl Ve ool

4 98l 438 gudil) cLa) g daddd) 73la) alii (s ABDal)
Ose Sl Al Ay pndd) Aglaial) Lgualsadl g
S i Gl o Al )Y Al A
Gluadl B Al sl
The Relationship Between Service Recovery

Systems And Word-Of-Mouth and It's
Reflecting On Positive Emotion Response Of
Customer
An Analytical Study Of The Views Of A Sample From

Customers Of Iraqi Tourism
Companies

S Jgw s (o G jai5 A
Jbe¥15,15] pud—slus Sl
dpa W1 drol—aLaid¥ g § oY dls”

Hussien A. A. Al-Janaaby
hssn79@yahoo.com

YOVANN/N A 1 Jad b ACATVAVE RUERFLERE I



[A] NSO TCA| | PP EH P P GRS Bl

oalddud)

Al 3 a0 8 Al Ay putll VLAt Jagus gl sall CiLESEL) ) el Ganl Cangy
AL e Al LRI 5 8y 3] Alan¥) B sedl) Ayl s dualind) clandll 23l ala
Aty A B o A pall w85 () (TVO) Gl Al Al ol 2} Glal) (8 dpaluadl S A0
DI e dardll Z3al sl e aldie Yl (sl dalan¥) i) sl laiu¥) landii (Kay) Waalia
e il Al Sl 53 (e A yad Ganlie o slaie V) 5 85 (R geal) LI Jap gl sl
bl dallaey Jiadl dflasyl ¥l e de siie degene aladinl @y il il o3
Japll 1aniV) Jalas g Japel Jalsi ;Y1 48 gme DA (e e 3O Aglaa ) asall aladinly cila glaall
.(AMO0S Vr.23) gt _»s «(SPSS vr.19) gl 4wl jall a3 LAY 21Kl dadail) dalaa
Lasiii b Lacdl) = Olal el e O OSa) Lewal OIS ALY (o Ao sana ) Gnll Jeasig
Aelpa &5 Gl ¢ g (A (050 Aulag) 4y ) gl laiual) 5 4y 8811 Ay gutl) Y LaTY)
) Laxil Sl il il 5 alail S AN Sl 5 5 ) Leat) o OIS Cila i) e de sane
lealaia) Ja ClSOEN Jrnd oy asdll J33 c¥la e Jaladll pgiSais caleball iy LeShicd

() VS Aallaa 5 330 JIA (g Ll 3o Laliia U

i oy g U Lolas ¥ 4 ) grdl) Dilainy) cdaasd] = la) abii iy i) YLaiy) Lalidal) cilalslf
Jdaas

Abstract

This study aims to investigate the relationship between service recovery systems
and Word-of-Mouth and it's reflecting on positive emotion response of customer. It has
been selected sample of (375) customers' tourist companies in lraq. It has been
dependence on empirical measurements from previous studies to verify these hypotheses,
and that using a variety of statistical tools for the analysis and processing of data and
information by using the necessary statistical packages through simple correlation matrix,
the simple regression analysis and structural equation modeling to test the hypotheses of
the study and (SPSS vr.19) program and (Amos vr.23) program. The study found to a set
of conclusions was the most important (The effect of perception customers to the
effectiveness service recovery systems Contributes to the enhancing their positive
responses). In the light of the conclusions have been formulation a set of
recommendations was the most important (Investment companies systems and strategies
of service recovery, and training and empowerment employees to deal with cases of
service failure, and that the companies make full attention to customer retention by
avoiding and treatment failures).

Keyword: word of mouth, services recovery systems, customer responsive, service
failures.
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