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Abstract

This study aimed to address the following questions: What are the characteristics of the service recovery model
within the framework of cultural components? What mechanisms underpin service recovery in relation to these
components? What are the relationships among the factors constituting service recovery within this framework? To
achieve these objectives, a meta-synthesis method was employed to review and analyze the existing research
literature. This method facilitated the identification and formulation of concepts that offered a more comprehensive
understanding of the phenomenon under investigation. The steps of this method included defining research
questions, systematically reviewing the literature, searching for and selecting relevant articles, extracting
information, and analyzing and integrating qualitative findings. The resulting model from this holistic approach to
service recovery comprised 42 codes, 15 concepts, and 5 categories. Unlike previous studies, this research moved
beyond simply affirming that cultural components influence service recovery—a conclusion that is often taken for
granted. What made this research innovative was its comprehensive model that elucidated the relationship between
culture and service recovery, providing greater clarity on how these two concepts were interconnected.
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Introduction

Service failure and subsequent recovery are foundational pillars in contemporary marketing research. The
dynamic interplay between these two phenomena significantly influences customer satisfaction, loyalty, and,
ultimately, an organization's long-term viability. In an increasingly competitive global marketplace, the ability to
effectively address service failures is not merely a reactive measure but a proactive strategy for relationship
building and brand enhancement. Despite the widely acknowledged importance of service recovery in transforming
dissatisfied customers into loyal advocates, a persistent gap remains: many organizations consistently fail to meet
customer expectations during the critical complaint resolution process. This research aimed to systematically
address this gap by exploring how cultural elements intricately shape and influence service recovery processes. Our
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objective extended beyond merely recognizing the presence of cultural influence; we aimed to provide a
comprehensive, integrated, and actionable model of culturally informed service recovery through a robust meta-
synthesis approach. By meticulously synthesizing qualitative studies, we offered nuanced insights into how specific
cultural values, dimensions, and societal norms affect customers' recovery expectations, their perceptions of justice,
their evaluations of organizational responses, and ultimately, the effectiveness of recovery outcomes. This meta-
synthesis sought to bridge a significant theoretical divide, transforming disparate findings into a cohesive
framework that highlighted the mediating and moderating roles of culture at various stages of the service recovery
journey. Our work not only enhances theoretical understanding, but also provides practical guidance for
organizations operating in diverse, multicultural environments.

Materials & Methods

To achieve a comprehensive understanding of the cultural nuances in service recovery, we employed a
qualitative meta-synthesis method. This approach was particularly well-suited to our research question as it
allowed for the systematic review, aggregation, and interpretation of findings from multiple qualitative studies.
By transcending the limitations of individual studies, this method generated new theoretical insights and fostered
a more holistic understanding of the phenomenon. Unlike quantitative meta-analysis, which aggregated
numerical data, qualitative meta-synthesis focused on synthesizing conceptual findings, themes, and
interpretations from primary qualitative research. This method enabled the identification of overarching patterns,
discrepancies, and deeper meanings embedded within diverse qualitative datasets, providing a richer and more
nuanced understanding of the complex relationship between culture and service recovery. Our methodology
adhered strictly to the rigorous, widely recognized, and iterative seven-step framework for qualitative meta-
synthesis proposed by Sandelowski and Barroso (2007). This structured approach ensured methodological
transparency, rigor, and reproducibility, thereby enhancing the credibility and trustworthiness of our synthesized
findings. Each step was executed with meticulous attention to detail and outlined as forming research questions,
conducting a systematic review, screening abstracts, selecting relevant studies, extracting information, analyzing
and synthesizing qualitative findings, and quality control.

Research Findings

Previous research indicated that culture in the service recovery literature could be categorized into two main
types: employee/organizational culture and customer culture. Customer culture was often analyzed using
Hofstede’s model, which focused on dimensions, such as power distance, uncertainty avoidance, individualism
versus collectivism, and masculinity versus femininity. Some studies also examined organizational culture,
highlighting aspects ike commitment to quality, compassion, empathy, and responsibility. Employee culture had
been reviewed from a national perspective, again utilizing Hofstede’s framework. The influence of culture
played a moderating role in service recovery research with many studies identifying culture as a significant
factor affecting the relationship between service recovery and customer satisfaction. Additionally, culture shaped
customers’ pre-recovery expectations, which were influenced by advertising, past experiences, and social
recommendations. Both organizational and employee cultures significantly impacted the recovery process;
organizations that emphasized empathy and responsibility typically experienced better outcomes. Research
indicated that the service recovery process encompassed both financial actions (e.g., discounts, compensation)
and non-financial actions (e.g., apologies, expressions of empathy). Cultural factors shaped preferences for
recovery approaches and the effectiveness of employee responses. Furthermore, after the recovery process,
cultural elements continued to moderate customer evaluations and satisfaction, influencing outcomes, such as
loyalty and word-of-mouth recommendations. Thus, cultural factors impacted expectations before recovery,
behaviors during the process, and reactions to the outcomes, highlighting why service recovery could not be
regarded as universally effective across different cultural contexts.

Discussion of Results & Conclusion

Meta-synthesis studies serve various purposes and this research specifically examined the culturally related
components of service failure recovery. The selected articles aimed to introduce new themes and dimensions
concerning service recovery elements from a cultural perspective. A review of previous studies indicated that
cultural factors in the service recovery process, as well as the utilization of cultural differences to optimize and
enhance recovery strategies, had not received adequate attention. It was essential for service staff to continuously
revise and improve their service delivery processes, taking into account the evolving needs and expectations of
their customers. Additionally, organizations had to establish infrastructures that not only provided flawless and
accurate services initially, but also facilitated quick and efficient recovery in the event of a service failure. Speed
in service recovery was regarded as a critical factor from the consumer's perspective.
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Figur 3: Final research model
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