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Abstract

The present research aims to show the influence of the customer's participation in the
and <handling of service failure by attendance of customer emotions as a mediating variable
given the vitality of the relationship between these variables in the environment of service
as it is essential to emphasis on the concept of « particularly restaurantscorganizations
customer participation by restaurants in order to be able to handling of service failure
provided by them by hearing to their complaints. The study was conducted on a sample of
and the number of valid forms for analysis « the study sample<(218) restaurant customers
reached (216) forms. A set of the main hypotheses that were tested using the statistical
for the data collected through the questionnaire form <programs (Spss.26) and (Smartpls .4)
«and finally the research reached a number of conclusions<on the respondents (customers)
the most important of which are: There is a significant influence of the customer's
participation in the handling of service failure by attendance of customers emotions as a

mediating. variable

Key Words: customers emotions« service failure <« customer's participation
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