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Abstract

Many brands and retailers have increasingly diversified products and/or
services since dynamic business environments. Accordingly, service failure and
service recovery are increasingly common in retailing environments because they act
as crucial roles that dominates consumers’ satisfaction toward brands. In this case
study, we integrated the relational view with the service marketing perspective and
service failure perspective (i.e., external and internal) in a theoretical framework to
explain the relationship between service recovery and consumers’ satisfaction and
loyalty. Particularly, the findings of this case study can offer some implications when
industry practitioners designing and employing service recovery (in internal and
external perspectives) to build up long-term relationship with their targeted

consumers.
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