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The Effects of Service Types and Service Failure on

Service Recovery : Moderating Effects of Rapport

Abstract

Often times, service personnel and companies fail to provide effective and satisfying
experience to their customers. In this case, unless the provider makes immediate
adjustments and solutions to the problem, it will negatively effect the image of the
company which will eventually danger the profitability and the existence of the
company. Thus, it is vital for companies to restore, maintain and reinforce healthy
customer relationship when such failure occurs.

This research was conducted to find out the effects of rapport on two types of
services(utilitarian ~ and  hedonic  services) under different service failure
situations(technical and functional quality failure). An experiment was conducted
where each subject was given a scenario which described a service failure situation
and indicated the service recovery for that particular condition and rapport is high or
low situation. The results of the study suggested that different strategies should be
used for different types of services and failure conditions. Above all, the rapport is

vitally important when the service company are providing emotional services.

Keywords: service type, service quality failure, rapport
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