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. Experimental Design

. The Grounded Theory

. Concurrent Triangulation Method
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. Factorial Design
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1. Kolmogorov-Smirnov

2. Levyne

3. Analysis of Variance

4. Two Way Analysis of Variance

4

L

2]

h—rt.

oy

Ve olo o Fojled oAV oliws; - ¥Y 090



OS5 5508 atin | e gy 5l eslimal bamds ooyl Ol (slas aly o s —F dllio

JRie 53y g yee Moo Ly Aab g dleiel ¢ Sl slaclled I g yide culdy et ol
Sy i i e Blad S5 5 s ie IS Sl

0lods Hlalime diunly pusiio gy s o byl s acld 5 cuss g Lol 1LY
Anly o gy g lojed Gy 4 ()l Sl llad g Cosd g5 (1185 L3 )5 45 &S
e o 0dalin (V) Jodo )0 adusyd awyp gols oM g Lialgs I35 3

A P9y Wl @B 403 Jour
o oS el
ol plads gy R ST PR VPN 10 ST WA CIN WS Wol |

T i ) 3, <IH,
05 Sl glacdles 51 Sleys 5S1oe 4 ediSans| o 5 3 Culs ) Ol H
S
35 (5 fsbian Sl 035 b Slal 3l pluS s 2 s
by bl ond js Sher glac e 5l o ul obas ¢ nie culs, s H
W PE W CREE I < WA = s
)'lr\.ls@.a):J'lj;.-6&@4&3)'!6,&:0:@%)&\},«‘3):)5-@&&): . S H
15 (g lsbine gl gLyl (slacdl- ? g
Sdome 2 dead g olazel (Gl slac b 5l culs ) Ol 5 Ol e OH
RGsuwe] kﬁjﬁgmwcl.:}és@il.‘p) W'" ﬁja;ﬁ)\gﬁjl} o 2
el 03 S 30 ol s ke gy p S g ol 3y <~ H,
ROW RPN ? T
JLL_‘)U;3\).:;_-:ﬁ.a\)@j\ﬂﬁ@ﬁ:k&\d\y@bﬁ@bbﬁ R “H
I cls KuS b bt ? 2
&LMJJUJ\J??}rﬁ‘)@)\f'ﬁ@ﬂ)ﬁ:w‘o‘ﬂ&ﬂ];)uv\}.)é R “H
S0 (& lslae sl leds ? 2
OLS LS 5, 55 1 o sui 503 900 sl | slezel Ol je o 5 A g5k Ol e H
2l dal o 1y i o oS = e
Sledst Syl O sl =0 5l alaS s 5 sdsee L 5 dad Ol 5
= o S C{)c @M S Pe 5 GHZ
S gl sl
OLS,S 55 55 1o goed g 3dome Jo 5 s |y 30 o 5 A 556550 5 aly e H
Wbl Al 5 A 1 L o 508 = che
Sl oLl Ol 2l sy 5l Sz 55 0L ke s dy 5 Al . :H
2

5100 g lsbae




o5 93 Al guls 4ods T Jaus
o ol 4l p
Q\ﬂ;ﬁ,a\)@j\flﬁéﬁ):&ﬁbL;Scﬁujgiﬂgb)sobb)g

. 2) QHZ
3l g bsbas sl Dled LU
L;j;mﬁgu)ﬁl);\wﬁvs‘;)k)l{d\)\}w};ﬁ‘dauolﬁ e ‘H
bl dalp 5zl Sl - ?
| ol Ol o 5 3L s culs G e g3l O
b S elss e rAeS 2ok 5 e )C]‘Muifm:idﬁ TG S H,
3 505 Aal g 3lony] -
2,525k Al 5 Ol 2l 5l ol a0 5 OLS IS 2555 5 0 o e H
s glys et 53 1) A o 568 = 0
N P
PRIR AT R

sladpaly 5 alo)lb (ly Cone (S50 g Giagh Glodl g dletiy (A8 (185,05 5 L

Sl 2ySSay cpl 50 15 ol cuslio (glainn gy 550,87 ¢l losd 5L (glas > ol s
i o o] daaie; (LY> el anlyd (i (iaghy polis (e Lalg) 5 agSl S5
a,k ¢l e yo (Strauss & Corbin, 1998) g oo (cwyp £589 kalyd 5 <63, Ken
Sk el S Joles 3 T euales (S 3 oiag (olianaly 3 Ay Shie;
&yl e gl d a5 5,8 51 Can .l dsols 3 01,81 gla Jolad pawyp oly 5l o sl
Sl o1 o sialb o ol gm0 9 (Sl (slosialyd olsl 2 oy sl sy
08 ol 5l elel slacsbly 0)lys (1S 505, ol jl ool b e 5 ol & 8l oo
Slae; a,las glal ¢y (Starks & Brown Trinidad, 2007) > 0 dbx! ks, 3.8
Tl s lodess ros anlas ) @3l spglaer sl s (VA7) Tul edbaros b
SrSgas gy b bodly 885 wyp oly jl iy ol c(glaie) s ylas )5 sl o odlatl
0y iy 51 Wodld by ) y> (Strauss & Corbin, 1998) il o sl ® g L
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Covariances, and Conditions)

2. Symbolic Interactionism

3. Pandit

4. Semistructured, In-Depth Interviews
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1. Coding
2. Open, Axial, and Selective Coding
3. McLellan et al

4

h—rt.

oy

Ve olo o Fojled oAV oliws; - ¥Y 090



OS5 5508 atin | e gy 5l eslimal bamds ooyl Ol (slas aly o s —F dllio

Slsd Dlois Sldslas 3 st puil Lol Sbdgio F Joax

P eV B
I : ? | S A sl mee SldaS
‘ v GNPV Y
)L:: uy  ESTR WSS A Jolladgie sduaas el
: ;b} - d s ad sie
AR \0 Vv A Slojme 55 s S5,
AN \Y Yy Ve s, okasaslyl
LAY \Y YV o5 4l Sk
Sl L LU e S
74\ X Y5 oo 2Tkl sl
e GIVRES
. 5 ke ol R
AL q YA YA ~ oSl s

sl Oloas sldslan 3 ord! pul Lol Shalgio B Jois

18] sldas | | ds )
R AN ol el

4 g0 s S ad gaeals Xods
S e 5 aslyy SF IO s g

Sl b o

700 Ve *¥ VY c.
Sl sl s LSLA";JU
s>
UV v Y\ bl
AL Ve or o I 4 Bl
’ Sleds S 9
e " - )adsbolﬁ;_-)U'z:.}l
7 \ v oy gl aER
’ Sl odipsadlyl et
03,5 Ay
ARE q W e sl
ol bl gl
. 55 6,8 sl
LAY VY VA ve G ¢
L;lL‘")L’ Shwe 6&;,1}
eM:Aj\_}\
o en
A VY N e
bt




93395 o Sloud Sdlan H oudg! pl Lol Gladlgie: s Jaus

2T I WS R P
‘h.w};a Ca-:-é.h‘ e..l.'.'Scjha
L) ok oy Ase

)‘ﬁM}‘M

e slaw Lol gladsie  (gauamws o>

) X rq o e el
Olabd oS s
L sy T SBS
700 Ve o GOk
Sas gl . 0\
sl S5 '§¥§
1A N YY VY ol el z)\
Sl :‘X\
Pl 3l 5 (635 50 dlgie ity Cam b laodls sy dilp b () liSaS e
(%) 5 40) (¥) oo > & eblen (Farmer et al., 2006) cuwl (¢ ks g sls 5 -
1
Coodd 205l 3 g o]y Glisgas b ladslas 4o Lol doie cusl sanlie |1 ’}“
JST 1, 58 e dlgio o o bl sl o ol slodlsio slols Atun Lo b
>
W )zl Ay (S 3,500y (43S po sladlgie (Glaser, 1992) sl o <
B AL dnl o by SIS il Loyl 1 Sloys loss i )3 oS po algie .l jﬂ
(oo ol el 1g 008 Glodd isu )d (655 e dgie o _}‘g
(Vo) OhBen 5 50,8 sl JSSon 5l o b s alsyo 3l gy o

2 hgals gl s 38157 L gl T 38lge g5 T sinatas sl pe ) s el 03 ol
(oS 5 S gy 9 5l ol b csabaton Al po 53 Wb eSS Tl b
B oo y9y0 sl Jole (plolid sl oypomen 9 adlgio g (olidn I i o8 bl (sl

Gl odalie B (V) Jada 533,50, 93,2 ol (Farmer et al., 2006)

1. Central Category
2. Sorting

3. Agreement

4. Partial Agreement
5. Silence

6. Dissonance
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Abstract

The purpose of this study is to explain the strategies affecting the failure
recovery in significant services which researches had previously
disregarded. Since more than half of the total global wealth comes
from the service sector, this study gains importance. Service failures
and failed recoveries are among the leading causes of customer
switching behavior from service organizations. The existing related
literature focuses only on service market in developed countries
and only on a few service types. Three major selected services were
examined based on the critical incident method. Also, a mixed
research methodology was applied, which consists of scenario-based
experimentation, and Grounded Theory to evaluate different recovery
strategies and customer behaviors. Results show that when failure
exists in services having strong connection with man’s health and
survival, strategies relevant to empathy and communication with
customers are effective, and when the service failure is connected with
the individual’s properties (as in the internet and car fixing services),
tangible compensation can be promising. Consequently, service failure
recovery measures have positive and direct effect on customer
satisfaction, confidence, positive oral promotion, and intention to
repurchase.
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