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Abstract

This research addresses examining the service recovery process in Airline service. A service recovery frame-
work is suggested and tested empirically. The framework includes several factors such as service recovery

expectations, service recovery achievements, recovery performance, post-recovery satisfaction, and post-re-
covery behavioral intents. The relationships among these factors are hypothesized and proved empirically.

Consequently the results suggest that recovery expectation impacts on recovery performance significantly.
Also the higher the recovery performance, the higher post-recovery satisfaction, then it increases customers'
purchase intent and words of mouth. Finally, this paper suggests the need for new service recovery strategies.
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