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Abstract

The role of customer trust and participation in electronic environments has been
investigated by many researchers. However, very few studies have investigated the
relationship between electronic trust, customer involvement and electronic service
recovery in the field of financial and banking services. In this study, due to the
complexity of the relationships between the factors affecting the system, by
combining the methods of Dimtel and the dynamics of systems, the explanation of the
electronic service failure recovery model and the role of customer trust and
participation in this process has been discussed. The research methodology is of a
mixed type. In this way, it is qualitative, exploratory and developmental and
guantitatively practical. The results show that customer trust is necessary to
successfully improve the consequences of service failure and increase the profitability
of the e-service provider in the long run. The results of the analysis regarding
perceived quality before recovery, severity of failure and customer participation show
that perceived service quality has a positive effect on the level of electronic trust
before customer recovery. It is interesting to note that customers who have
experienced high failure severity and finally their problems are solved, create more
profit for financial service providers, and the more customers participate in the
recovery process, the higher the electronic trust and income. This study explains the
central role of electronic trust and customer participation in the recovery of electronic
banking services and helps to accelerate and improve the recovery process in dynamic
electronic environments.
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1. CLV (customer lifetime value)

2. CRV (customer referral value)

3. WOM (word of mouth)

4. CIV (customer influence value)

5. CKV (customer knowledge value)
6.. Service Dominant logic
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