28 Sl Slides ale aallad

sy e g s

VE b (FT) oy o5l cp g oot coas i U

VI Ly b VEe RN 3 5 b

ARA A A K

The Effects of Recovery of Service and Personal Failures on Customer Satisfaction in Health Services (Case
Study: Dentistry Industry)

Shahriar Azizi '*, Pouria Maloul 2, Salman Eivazinezhad 3
\- Associate Professor, Department of Business Administration, Faculty of Management and Accounting, Shahid

Beheshti University, Tehran, Iran
azizi.sbu@gmail.com
2- MA, Business Management, Faculty of Management and Accounting, Shahid Beheshti University, Tehran, Iran
pouriya.malol@gmail.com
3- PhD Candidate in Business Management, Faculty of Management and Accounting, Shahid Beheshti University,
Tehran, Iran
salman.eivazinezhad@gmail.com

Abstract

In the competitive industry of health services, especially dentistry, ensuring customer satisfaction in the continuity of the
economic activity of the office and clinic is vital. On the other hand, due to the inevitability of failure in meeting patients’
expectations, the role of failure recovery has become more important than before. In the present study, the effects of three
types of failure recovery strategies including emotional, cognitive, and behavioral in two failure situations (dental service and
office/clinic staff) were investigated. The methodology of the study was a survey experiment based on a 2*3 factorial design
with six scenarios. The designed scenarios were based on interviews with permanent patients and specialists in this field. The
data of 150 patients referred to dental offices and clinics in Tehran were collected by face-to-face, paper-pencil, and self-report
methods. Customer satisfaction was measured by a question based on a 5-point Likert scale. The general linear modeling
procedure was used to analyze the effects of recovery strategies using STATISTICA 12.5. The results of the study revealed
that patient satisfaction after recovery was generally higher than service failure. Patient satisfaction in behavioral and cognitive
recovery strategies was similar and both were higher than emotional recovery. Finally, patient satisfaction was higher after
recovery in service failure due to using emotional and cognitive recovery strategies. But the opposite was true for behavioral
recovery strategies. The attitude and response of office and clinic staff were more effective than the quality of dentistry service.

Keywords: Service Failure, Failure Recovery Strategies, Patient Satisfaction, Dentistry Industry.
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