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Conclusions:

Abstract:

The research aims to study the marketing recovery and its impact on the
quality of service in the Iraqi Airways Company in Baghdad, affiliated with
the Iraqi Ministry of Transport. The problem of the study focused on explaining
the pace of increasing competition between business organizations, perhaps the
most prominent of which are international airlines, including the company
under study (Iraqi Airways Company - Baghdad), which strives to provide the
best services to its customers with the highest quality rates, but it faces many
negative issues that prevent the achievement of service quality. The current
research relied on three dimensions of marketing recovery, which are:
(apology, compensation, and assistance and problem solving). The researcher
relied on the descriptive analytical approach, and the data were collected using
a questionnaire. The research also included testing the main hypotheses to
determine the correlation and influence relationship between the study
variables using some methods of the two statistical programs (SPSS, AMOS)
and then processing the data obtained. The study included (105) senior and
middle management in the company under study (General Manager, Assistant
General Manager, Department Manager, Division Manager) The study found
a strong correlation and influence between the study variables (marketing
recovery and service quality), indicating the interest of the company’s senior
and middle management in these two aspects. Among the most important
recommendations that emerged from the study are: the necessity for the
company under study to rely on marketing recovery in all its dimensions
(apology, compensation, problem solving) whether when providing the service
or after it Continuing to improve and enhance these dimensions will contribute
significantly to achieving quality of service, and it is necessary to conduct
periodic surveys that help the company to know the quality of the services it
provides, and the extent of customer satisfaction with its performance, as it
provides valuable feedback that enables the company to continuously improve
its services and respond better to customer expectations and needs, which leads
to achieving quality of service.

Keywords: Marketing recovery, service quality.

1. The results of the statistical analysis revealed consistency in the responses of the sample surveyed
in the Iraqi Airways Company, where a good mean score was achieved for the study variables
(marketing recovery and service quality), indicating the importance of these two variables for the

company under study.
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The Iraqi Airways Company has shown clear interest in applying the dimensions of marketing
recovery due to their fundamental and important role in achieving service quality.

The dimension of (apology) ranked first compared to the other dimensions, followed by (assistance
and problem-solving), while (compensation) ranked last. This indicates the company’s concern with
offering prompt apologies to its customers for errors and damages incurred.

The results showed a strong and significant correlation between all dimensions of marketing
recovery and service quality, reflecting the company’s efforts to implement marketing recovery in
its various dimensions to deliver high-quality services compared to its competitors.

The statistical analysis results indicate that the dimensions of marketing recovery have a significant
impact on service quality. This reflects the company’s awareness, interest, and commitment to
developing important plans and procedures to correct and avoid service delivery errors in order to
achieve the highest levels of service quality.

Providing assistance and solving problems has a strong and positive impact on achieving service
quality, indicating the company management’s concern with promptly addressing failures and crises
in service delivery.

Compensation, whether material or moral, contributes to achieving service quality, as it is an
important means of enhancing customer satisfaction, which positively reflects on the company
compared to its competitors.

The results indicate that the apology provided by the company to its customers has a strong impact
on achieving service quality, with a rate of (95.4%), and service quality at (95%).
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