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ABSTRACT
The main purpose of this study is to explore the relationship among the leadership style, internal service recovery, and operating
performance. Based on literature survey, the instruments were self-designed Leadership Style Scale, Internal Service Recovery Scale,
and Operating Performance Scale. The samples are 586 members who work in HERBALIFE chosen in Taiwan,and the available
methods are 98.9%. Data were analyzed in two parts: first part included descriptive statistics, t-test, one-way ANOVA and second
part included Pearson correlation, multiple stepwise regression, and path analysis. The major results of the study are: 1. Different
background variables make the leadership style vary greatly in some aspects. 2. Different background variables make the internal
service recovery vary greatly in some aspects. 3. Different background variables make the operating performance vary greatly in
some aspects. 4. There are significant relationships among the transactional leadership, transforming leadership, internal service
recovery, and operating performance. 5. According to multiple stepwise regression analysis, among all aspects of the leadership style
and internal service recovery, “ the transactional leadership” has the most explanation on the predictability of internal service
recovery. Among all aspects of internal service recovery, “ the employee involvement” has the most explanation on the
predictability of operating performance. Among all aspects of the transactional leadership, transforming leadership, and internal
service recovery, “ the internal service recovery” has the most explanation on the predictability of operating performance. 6. From
the results of path analysis, it revealed that the transactional leadership, transforming leadership, and internal service recovery could
affect operating performance. Their total effect was .631. The internal service recovery could be the moderators for the operating
performance.
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