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National Kaohsiung University of Applied Sciences

ABSTRACT

Since the privatization of telecommunications, the development of the telecommunications
industry has grown rapidly; in particular the number of users has increased greatly. The
telecommunications market in Taiwan has always emphasized high quality service based on
customers’ orientation. Various requirements have been demanded gradually over time. As a
result, service quality has to be advanced. However, the standardization operation processes have
helped to improve the service quality, yet, service failures still occur from time to time.
Consequently, the study aims to explore how failures occurred and try to remedy mistakes.
Meanwhile, it will attempt to understand the positive influence on equity cognition and
satisfaction after remedying service issues. It is hoped that after this research project, correct

service remedy measurements can be referred to when failures occurred.

The study objects were the customers of Wireless Service Providers in Taiwan. Method of
path analysis was applied to explore the cause/result relationships among service failures, service
remedy measurement, equity cognition and satisfaction after remedying the service issues. The
experimental results showed that (1) communication and interaction between customers and
Wireless Service Providers should be enhanced in order to achieve satisfaction after remedying
service issues; (2) resources and educational training should be supplied to staff who are in
charge of providing services to customers and (3) expectations of customers of Wireless Service

Providers should be fulfilled, such as reducing costs or elevating psychological remedy services.

Key words: Service failure, Service recovery, Perceived justice, Satisfaction
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