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The Determinants of Service Recovery
Quality: An Exploratory Study
Abstract
Service quality is an important issue in
service marketing, but the determinants of
service recovery quaity are relatively
unknown. The purpose of this study is to

explore the dimension of service recovery
quality in retailing industry. Critica
Incident Technique (CIT), which belongs
to the qualitative research method, is using
to find out the service failure and service
recovery incidents. From those data in
Taiwan, We try to conclude the dimension
of service recovery quality, which is based
on the theory of service quality. The
research and management applications for
service recovery also discuss.
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