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Abstract Service recovery research has been conducted on the premise that service problems can be returned to the
original condition. This study, however, focused on irrecoverable service problems for the first time and classified
them according to the types and sub-types. The specific wants of customers who experienced unrecoverable service
problems were identified by analyzing the customers’ emotion, behavior pattern, and the company’s responses. The
results revealed three main types of problems and 2 categories in group 1, 6 categories in group 2, and 2 categories
in group 3. In particular, damaged items and bodily harm were frequent problems, and bodily harm was recognized
as the most severe failure. Regarding the customers’ emotion, the customers were so enraged at the audacity and
the company still showed many problems in terms of its response to the service failures. This study also suggested
the analysis results of the customers’ behavior and company evaluation.

Key Words : Irrecoverable service failure, Discomfort, Company response, Service recovery, Critical incident
technique, Severity, Customer evaluation
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[Table 1] Type of service failure
. . Num-| . Dis-
Type of service failure ber % | Severity comfort
Group 1 Body-related failure
1A. Bodily harm 49 14.1 472 4.89
1B. Serious bodily harm 43 124 490 495
Sub-total (average) R 26.5 481 492
Group 2 Failure of service delivery systems
2A. Double booking and error 36 10.3 330 4.35
2B. Delayed service 38 109 3A 445
2C. Excess and false promises 24 6.9 4.23 452
2D. Damaged item 64 185 3.66 4.07
2E. Lost Luggage 11 32 393 455
2F. Mis—delivery of the product 41 119 346 418
Sub-total (average) 214 | 617 384 4.35
Group 3 Service employee problem
3A. Audacity 1 32 455 4.60
3B. Unprofessional service 30 86 3.78 445
Sub-total (average) 41 11.8 417 453
Total (average) 347 | 1000 | 422 460
* Severity, Discomfort: five-point Likert Scale
3.3 MHlA 28 $ DAMS
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[Table 2] Customer behavior
Customer behavior Number % Severity LoDnlle; it
Strongly protest and | ooy |31 | 409 | 42
restoration
Compensation claims 57 163 422 4.42
Refunds 26 74 353 455
Legal response 31 89 4.60 4838
Other companies Deal 15 43 422 412
Total (average) 349 100.0 413 445
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[Table 3] Corresponding type of company

%

‘ Number ‘

Corresponding type of company
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[Table 4] Customer Evaluation and Attribution
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