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ABSTRACT

"Service recovery" is essential for sustainable operations in service industry.
Research have shown that if the enterprises provided quality customer service, which
resulting the customers felt valued. It could not only enhance customers’ satisfaction, but
also improve the loyalty of the brand. However, most of the consumers would switch
their choices to other brands rather than reflect the unsatisfaction to the company when
they were unsatisfied with the service. For the most of enterprises, Service recovery was
to handle customers’ complaints. Whether or not the customers continued to use the
company's products are often overlooked.

In this study, we took an international Taiwanese branch manufacturing digital
image products as example. There were 1,688 cases of customers’ complaints during
2013 to 2015, and we picked 240 cases using phone interviews to calculate the ratio of
customer switching behavior. We found that the customer behavioral conversion ratio
was less than 5% after conducting immediate service recovery. The following contents
below are focused on the cases how the company handled the service recovery, and the

relation of customer switching behavior.

Keywords: Service Recovery, Service Quality, Customer Switching Behavior
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