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Abstract

The quality of electronic service recovery is very important for banks to create customer
satisfaction. However, satisfaction with e-services depends on the ease of transition from one
service provider to another. Therefore, moving costs are also very important. The present study
was conducted with the aim of investigating the effect of the quality of electronic service
recovery on the satisfaction of electronic service recovery, considering the moderating role of
switching costs among the employees of Hamedan Bank Tejarat. The statistical population of
this research included all customers of Tejarat Bank branches in Hamedan city, an unlimited
number of whom 384 people were selected using Morgan's table and available sampling
method. The results of the data analysis showed that the switching cost moderates the
relationship between the quality of electronic service recovery and the satisfaction of electronic
service recovery. Also, the factors affecting the quality of electronic services including
(restoration of expectations, quality of information, digital commitment, quality of employees
and service orientation) all have a positive and significant effect on the recovery from the
quality of electronic services and finally the satisfaction from the recovery of electronic
services.

Keywords: Electronic service recovery quality, switching cost, satisfaction with electronic
service recovery
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