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Abstract:

This research aims to investigate the impact of service recovery dimensions on the customer’s behavioral
intentions of telecom companies operating in the city of Benghazi. Data are collected from a snowballs sample of
(165) from customers of telecom companies operating in Benghazi, and analyzed by appropriate statistical methods.
The results show that internet service recovery dimensions provided by telecom companies operating in Benghazi
have a direct impact on behavioral intentions of their customers, and the most influential dimensions of service
recovery are: prompt handling and providing an explanation. According to that, the research suggested a set of

recommendations that would help Telecom companies to avoid future service failure, and treat it as soon as it occurs.
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