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ABSTRACT

The occurrence of service failure will result to customer dissatisfaction, and loss of customers.
Good service recovery will transform dissatisfied customers to become loyal customers. However,
service recovery measures will vary for different industries. This study aims to conduct service failure
and service recovery in financial services, food and beverage, retail, and medical industry. This study
adopts a qualitative exploratory research. The result shows that (1) There are different service failure
types in different industry. (2) Most of these firms do not adapt a suitable service recovery method. (3)
Service recovery methods are similar even in the different service failure situation. (4) The
relationships among service failure, service recovery, and customer retention are appeared, but not the
same in different industry. The service provider for food and beverage and retail industry will apologies,

give explanation, psychological remedy and et cetera.
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