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Can Empathic Responses Save Service Failures? A Study of the Effectiveness of
Remediation based on Negative Hotel Reviews

ZHOU Shijin, HU Nan, GUO Chenyang, LU Yixiao, JIA Lin
(College of Management, Beijing Institute of Technology, Beijing 100081, China)

Abstract In the Internet era, negative online reviews significantly affect consumers’ decisions, and
businesses’ responses can mitigate this impact. To explore the impact of using empathy strategies on customers
satisfaction in responses to negative online hotel reviews, a 2 X5 inter-group experiment was designed and a
model was tested by grouping regression. Results show that regardless of the severity of service failure, the use
of empathy strategies will reduce consumer satisfaction, and this process is moderated by the perceived anger.
The research conclusion is important for understanding how hotel businesses can utilize empathetic strategies
to respond to negative reviews, and provides practical guidance for businesses in responding to feedback.

Key words Empathy strategies, Hotel businesses responses, Negative online reviews, Customer satisfaction
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