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1. Disconfirmation

2. The Equity Theory

3. http://data.worldbank.org/indicator/NV.SRV.TETC.ZS?locations=IR
4. The Critical Incident Method
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1. Customer Overall Satisfaction
2. Recovery Satisfaction

3. Trust

4. Repurchase (revisit) Intention
5. Positive Word of Mouth
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Covariances, and Conditions)

2. Symbolic Interactionism

3. Pandit

4. Semistructured, In-Depth Interviews
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1. Coding
2. Open, Axial, and Selective Coding
3. McLellan et al
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Abstract £

The purpose of this study is to explain the strategies affecting the failure =

recovery in significant services which researches had previously a2

disregarded. Since more than half of the total global wealth comes §§ Z
from the service sector, this study gains importance. Service failures S,

and failed recoveries are among the leading causes of customer %3?
switching behavior from service organizations. The existing related §§

literature focuses only on service market in developed countries ?%
and only on a few service types. Three major selected services were = S
examined based on the critical incident method. Also, a mixed 5 §

research methodology was applied, which consists of scenario-based
experimentation, and Grounded Theory to evaluate different recovery
strategies and customer behaviors. Results show that when failure o
exists in services having strong connection with man’s health and ; B'gog’.oﬁr%gmaél'io;n N
survival, strategies relevant to empathy and communication with - Kambizheidarzadeh@yahoo.
customers are effective, and when the service failure is connected with com S
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the individual’s properties (as in the internet and car fixing services), I

. . .. . . 4. mfsiavash@gmail.com
tangible compensation can be promising. Consequently, service failure
recovery measures have positive and direct effect on customer
satisfaction, confidence, positive oral promotion, and intention to
repurchase.
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