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Abstract © This research primarily investigates how recovery strategy of service failure affects

customer relationship cognation orientation and relationship quality, and uses product involvement and



relationship proneness as moderating variables. Service recovery has been identified as a strategic
issue in the service marketing and management literature. This research classifies recovery strategy
into two types: one is proactive recovery strategy, and the other is reactive recovery strategy. Previous
studies focus on service failure types and recovery impact on satisfaction, lack of relation of service
recovery and relationship marketing and positive proactive recovery strategy, besides, firm want to
improve relationship with customer, should be understand cognation of customer relationship
orientation, degree of relationship proneness and involve impact on relationship quality. The empirical
result reveals that, both proactive recovery strategy and reactive recovery strategy have significant
effect on cognation of customer relationship and relationship quality. Some variables are not
significantly affected only when different industries are divided and tested alone. Researchers finally

suggest some implications for practice and theory, and the suggestions for future study.
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