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Abstract

The purpose of the study is to find out the influences of various efforts on service recovery after the
failure of the service for the customer satisfaction and a loyalty. The present study finds out the factors
directly affecting service recovery and demonstrates the relationship of those factors with customer sat-

isfaction and loyalty. As a result, the important factors for service recovery are an immediate compensa-—

tion, truthfulness, reaction and assurance
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3o Aol 1A &7 U WE 3L 2n 2A4F A9 ¥hgo] Fa3dHA HUMHATGL &+ 9
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