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Abstract

Service quality is an important issue in service marketing, but the dissatisfactory

C FENEERAMCECEEEAWERER -
AT TR R RS R S e N ERETF JeR 3l — Rt (ETEARN - NSC 89-2416-H-
034-013) » —{H B -

~397 ~



—RIRE A A S - BRI RS GER

determinants of second service (service recovery) quality are relatively unknown,
The purpose of this study is to explore the dimension of second service quality in
service industry. Critical Incident Technique (CIT), which belongs to the qualitative
research method, is using to find out the service failure and service recovery
incidents. From 388 questionnaires in Taiwan, the dissatisfactory dimension of
second service guolity can be defined as the following 3 major categories:
Unreliability, Poor-mannered and Slow to reaction. The above category is also
divided into 8 points, as follows: shrinking responsibility and making excuses,
problems remain unresolved, making no replacement, being indifferent, being rude
and ill-mannered, conflict, delay, and failing to effect the contract. The research and

management applications for service recovery also discuss.

Keywords: service recovery, service quality
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G o TTEHRAEN ) TRREEHEEAIR TETERETR ) (HREREH
FEERETFRETTFRERE) BN TRETRIE TREHRME - R
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PREE—HAR  HRETHES  ZREERRES—ET N —ELE
TEEERE » AL FEFESR TEER—ZIEE e
1 -
B CERERETITHRIERREMSEEN - AT FERFREI
IEEIR A A E B, WEGK - RIATERRERIREIEK » BER
ACAE - |1 JFEHRSEAF -

~413~



—RARFS A PEABELZ T — R RN R SRR

(SnsEElRBEE » B RIFRIFEE

AR EIRE R R SRS IRBE T E AR - (HE M iRERE
ERE  BEREHMETIHLER - HRERME - % " ERREER/ R
B EERABNRETE  EEEERHE -

WL » BB T2 IREREE - FREENEEIIENE - PR e
BRI ST » WRER/ TER L - BB - A RRERE -
FHREREAE -
(SDEULBREIREEER » RERBHRENT

AT B=HIR B HRBE R RN - P E S Wi R mRTE
FLEETRARIGFRGE ARG HERTT - mit - RSEEEMIRgEwR
BT R AR SRR - BITER ST

&AL RERHE @ EEAEHAN - TEESBRRESTRT - &
RENELEERFASNEFEEAEZRE - EETIRE  BENT
BB AEGE -

(MEER=BRFHRRGS  2HEREEIEL

HBARAFEZ AT » TRRSBCA RIFEER 0 BASHEHSE—HE
BEABPER - (BRRETATREHEEHE - W2 - BEERRAREET
RIB#HE BEENRRATTERE) -

ERAFERIUEREHHER  THRAREEZHVET - Bk
EHERESE - HNSERECRHTE  BRHET s
B MIAREE - R ABZAENE  RHRABEREREERIE
RE BT R U AR - ARHEEERIRE - QUih - FREfeT — R -
BEERBEEL -

=~ HHRER
T TR IS R B FERERE - R e Tl T

(AW FRE RG] - ORI R E %7 BER R
AT — SR TR AR » DULBREAHA e 548 -

(DFHFRFRAETEERLEBHCRES » A CIT EETHRSN - &
EREERE B TENERY: - I ERAT AR — SRS

~414~



PUEETH

HRMEEE T AEEEE -

(EYAWRIARERAREEESE  MEERBARCBREEE
(failure criticality ) » $FATHFEAREFH  HIFEEGEZE (Webster
and Sundaram, 1998 ) EERREIEIHZE St BREREEMLAE -
THAREERE T < REEIERRETE TR ?

(AR 2 R R - F2BEREARELEEES &  EREELHE
T - RESE AT BHRR AR E S T ETEE s EOE

(R)AWEZ 347 REAAEETSIE > FE2RT - 7R Parasuraman et
al. (1985,1991) ZHAE » BB AT - BTEHA TRIAMITHE
T v GHEE  FESATREET - BB e m N R EHIR -
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