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Dear Yunus, Erlinda,

“Would Compensation be Necessary? The Importance of Service Recovery Strategy on E-Retail Delivery Problems”

Effective from September 2017, Emerald has removed the embargo period across all journals for the self-archiving of
the Author Accepted Manuscript (AAM). This enables all of our authors to make their article open access via a ‘green’
route. The full text of the article may therefore become visible within your personal website, institutional repository
(IR), subject repository, SCN signed up to the Voluntary STM Sharing Principles as soon as the final version has been
published in the journal. It may also be shared with interested individuals, for teaching and training purposes at your
own institution and for grant applications.

Please refer to the terms of your own institution to ensure full compliance.

The date your article was accepted for publication was: (21-Oct-2021)

If you are required to deposit your article in your institution’s repository, you will need to:

•       Either, manually deposit the accepted manuscript attached to this email or a version from your own records (it
must be the version accepted for publication by the journal’s Editor) into your repository
•       Or if applicable, forward your accepted manuscript to your institution’s Repository Manager.
•       If you are unsure which option is applicable to you, please refer to your institutional or departmental publication
policy;

To deposit your AAM, you will need to adhere to the following conditions:
•       You must include the DOI (10.1108/IJPPM-05-2021-0273) back to the official published version of your article
within www.emeraldinsight.com;
•       Include all of the relevant metadata (article title, journal name, volume, issue no. etc.).
•       The AAM must clearly indicate where the article was published, or where it is forthcoming;
•       Include a clear licensing statement (see below).

Deposit licences

Emerald allows authors to deposit their AAM under the Creative Commons Attribution Non-commercial International
Licence 4.0 (CC BY-NC 4.0). To do this, the deposit must clearly state that the AAM is deposited under this licence
and that any reuse is allowed in accordance with the terms outlined by the licence. To reuse the AAM for commercial
purposes, permission should be sought by contacting permissions@emeraldinsight.com.
For the sake of clarity, commercial usage would be considered as, but not limited to:
o       Copying or downloading AAMs for further distribution for a fee;
o       Any use of the AAM in conjunction with advertising;
o       Any use of the AAM by for promotional purposes by for-profit organisations;
o       Any use that would confer monetary reward, commercial gain or commercial exploitation.
Emerald appreciates that some authors may not wish to use the CC BY-NC licence; in this case, you should deposit
the AAM and include the copyright line of the published article. Should you have any questions about our licensing
policies, please contact permissions@emeraldinsight.com.

•       Include the article abstract (see below).

This study examines the different effects of service recovery strategies on customers’ future intentions when online
shoppers were experiencing delivery failures. Two types of problem severity are evaluated: wrong-product delivery
(issues with the product quality or quantity) and late delivery. This study also investigates the impact of service
criticality on the relationship between service recovery strategies and customers’ future intentions.
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This study employs experimental research with 123 online shoppers as participants. Following the results, a
subsequent test is conducted to examine the effect of participants’ demographics on future intentions. Finally, the
current study elaborates the findings using qualitative research, interviewing both sides impacted by the service
failures: online shoppers and e-retail managers.
The findings show that complementing product replacement with monetary compensation is the most effective
strategy to improve repurchase intention after a dissatisfaction moment. This effect is indifferent to service criticality
and severity. Age influences the participants’ repurchase intentions, in which younger people are less tolerant of
service failures. In contrast, gender and education level do not provide any differences. To prevent delivery failures,
managers participating in this study suggest several best practices regarding systems and infrastructure, people, and
coordination and collaboration with logistics partners.
The study mainly examines a limited type of service and service failures. Further studies are encouraged to expand
the variables and scenarios, as well as to employ more distinctive methods, to enrich the findings related to recovery
strategy in the e-commerce industry.
Given proper compensation, service failure could create momentum for online retailers to boost customer loyalty. This
study suggests that managers design the most effective service recovery to win customers back to the business.
This paper enriches the literature related to a service recovery strategy, particularly within the online shopping context.

Please note that the full text of the AAM must only appear in the IR once the final version of the article has been
published in the journal.

If you have any questions about Emerald’s repository policy, please contact permissions@emeraldinsight.com

Thank you for choosing to publish with Emerald.

Kind Regards,
Laura Wilson
Head of Rights, Emerald Publishing
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