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Marketing ambidexterity as a mediating variable in the relationship between
service recovery strategies and customer loyalty
“An Applied Study”
Abstract:

The current research concerned with determining the type and strength of the
relationship and the influence between service recovery strategies and customer
loyalty, as well as between marketing ambidexterity and customer loyalty, and
also between service recovery strategies and marketing ambidexterity. Moreover,
identifying the mediating role of marketing ambidexterity in the relationship
between service recovery strategies and customer loyalty, and to achieve this, the
survey list was relied upon. To collect primary data using a sample of 356
customers from Toyota service and maintenance centers. The results showed that
Toyota service and maintenance centers used average service repair strategies,
and the marketing ambidexterity in service and maintenance centers in Toyota
was average, while the loyalty of the customers of Toyota centers Service and
maintenance of is average. In addition to that, there was a significant correlation
and influence between the dimensions of service recovery strategies and the level
of customer loyalty, as well as there was a significant correlation and influence
between the dimensions of service recovery strategies and the level of marketing
ambidexterity. Moreover, there was a significant correlation and influence
between the marketing ambidexterity and the level of customer loyalty, and the
presence of a degree of congruence between the dimensions of the recovery
strategies Service and customer loyalty, and that the majority of regression
coefficients are high, which confirms that the marketing ambidexterity in its two
dimensions has a mediating effect on the relationship between service recovery
strategies and customer loyalty, as well as supporting the presence of marketing
ambidexterity as a mediating variable in the relationship between service
recovery strategies and customer loyalty from the impact of the dimensions of
service recovery strategies as independent variables on the level of customer
loyalty of service centers And the researcher reached a set of recommendations
that were classified into two groups, the first related to the academic aspect, while
the second related to how to improve the loyalty level of customers of service and
maintenance centers for Toyota by paying attention to service recovery strategies
and marketing ambidexterity.
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