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ABSTRACT

Customer satisfaction is a big concern of many companies. Whether or not
be willing to make your customers more satisfied will determine companies’
marketing performance and the length of their life cycle. During the process of
service or product delivery, service problems are usually encountered. In order to
maintain customers’ satisfaction and even make them more satisfied, it is
necessary for companies to provide service recovery.

In the past few years, the research on service recovery has drawn more and
more attention because service problems are inevitable to a certain degree and it is
critical for companies to deal with them well. Nowadays, with more and more
intensive competition, companies have to do a better job than their competitors,
retain their customers, and improve customers’ satisfaction. There has been a lot
of academic research focusing on the influences of service failure and service
recovery on customer evaluation and behavior intentions. Effective recovery
programs and appropriate handling of customer complaining are very helpful for
restoring customer satisfaction, retaining them, and realizing positive word of
mouth. However, there are several limitations in existent literature. First, there
is no consistent opinion on to what degree that service recovery could restore
customers’ satisfaction. Second, the dominant argument in literature is that
service recovery should fit service failure, which pays less attention to customers’
individual differences or heterogeneity. The match perspective is based on the
theory of perceived justice. Both type and magnitude of service failure will
interact with service recovery efforts, which will influence customers’ perceived
distributive justice, procedural justice, and interactional justice, and result in the
variance of post-recovery satisfaction. Nevertheless, customers’ psychological

factors are not explored during the process. The psychological research has
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demonstrated that individuals assign themselves different regulatory orientations,
which will determine their preferred objectives and manners to obtain these goals,
and influences their behaviors and evaluations toward outcomes ( Higgins, 1997
2001). Under the same service failure and recovery efforts, customers with
different self-regulatory orientations could perceive and evaluate recovery
performance differently.

The theme of this book is How to Make Your Customers More Satisfied.
The author intends to answer two questions based on this theme: (1) how to
explain the conflicting findings in existent literature about the occurrence of
service recovery paradox; and (2) how customers’ self-regulatory orientations
influence their recovery satisfaction.

The purpose of the first question is to explore whether service recovery could
make customers more satisfied, or, in other words, under what situations
customers will be more satisfied after recovery. Service recovery paradox ( SRP)
stands for a special case that customers who encounter service failure and receive
good recovery efforts will be more satisfied than those who never experience
service failure and recovery. It means that customers’ satisfaction after a good
recovery program will be higher than that before encountering a service failure as
well. There are no consistent findings about whether or not SRP could occur. The
literature examines SRP based on disconfirmation model, which says the gap
between perceptions and expectations determining customers’ satisfaction. In the
book, the author argues that there are two kinds of expectations toward service
recovery, Should Expectation ( SE) and Will Expectation ( WE), which have
not been differentiated in the literature. Because of the inherent relationship
between WE and SE ( Boulding et al. 1993), the two kinds of disconfirmation
between perceptions and each expectation will influence recovery satisfaction
differently. The confliction in occurrence of SRP in the literature is mainly
resulted from the confusion between two different expectations. Therefore, the
hypothesis is proposed that under ceteris paribus conditions, post-recovery
satisfaction will be higher than customers’ satisfaction before encountering a
service failure when recovery delivered is perceived better than their should

expectations (i. e., SRP occurs).
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The author employs scenario-based survey to test this hypothesis. A text-
described scenario is provided to respondents, which includes specific service
failure and recovery efforts. This method illuminates possible biases resulted form
memory perishability, rational thinking and consistency desirability, and reduce
the costs that could be high for field study. Based on the considerations of
industrial representativeness and specialty, the study employs restaurant as the
service provider in the scenario. Restaurant experience is familiar to most of
consumers, the industry suffers from intensive competition, and service problems
are often encountered in restaurant. To select service failure and recovery efforts,
there are several concerns including the universality of failure, the familiarity of
recovery efforts, and the similarity between selected situations and those in
literature. The final questionnaire consists of three parts, pre-service failure
scenario and questions, post-failure scenario and questions, and post-recovery
scenario and questions. With mall interception, the total sample size is 157. By
conducting pared-sample test and logit regression, the study obtains the evidence
of hypothesis showing that the disconfirmation between perceptions and should
expectation will determine the occurrence of SRP more influentially than that
between perceptions and will expectation. The findings implicate that it is
possible to make customer more satisfied through service recovery if recovery
efforts are perceived better than what customers think that service provider should
do. In order to retain customers and control costs, companies have to design
effective recovery plan and influence customers’ should expectation purposely by
marketing communications.

The second question explored in the book is focused on the effects of
customers’ psychological and behavioral characteristics on evaluation and
satisfaction about service recovery. The purpose is to know how to provide most
appropriate recovery efforts by combining customers’ differences to make
customer more satisfied under the constraints of limited costs. Customers’ self-
regulatory orientations ( promotion focused vs. prevention focused) could interact
with some variables during pursuing goals and generate value ( Higgins, 2002 ).
Regulatory Fit is a status that manners to obtain goals used by individuals are

consistent with their own regulatory orientations, under which people evaluate



