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Abstract

The service recovery and customer satisfaction has caupht the attention of service
sector sweh as benking sector, Despitte the popularity of the subject, there were still
met much known about how the service recowery stratesies influenced customer
satisfaction in service organizations like banks. Althoush service finms made the best
efffovt, sesvice failures were mevitable. Service receveries were the efforis made by
timms: to bring, Back aggrieved customer to satisfaction. If recovery strategies wens mof
prampd, proper and effective; Yhe' frustratimg cusiomrers ‘wonld defect 10 competitior.
Thus, service finms were losing customers and revenues. The purpose af this stindy is
fio assess the impact of service recovery on cusiomer setisfhction compire willn state
amdl privale bamks. Cusbomer satisfaction was vital and dominant key 1o business
competidivencss and peofitaibiliny. This rescarch tested service recovery of faflure and
costomer satisfacHon, with the help of three dimessions wider justice oriented
recavery strategics (JORS). and customers’ evalmations ¢f particolur barkime, their
previons exgerience of failures, demographic variables, and nelationships with their
bamds. Data were collected by distributing the structured 37 lllmm-q_iumm @
200 stane (100) amd privete bamk (1G0) custamers f,[me_.nIe:-r.’ bamnk. BOC, Commercial
bamk and Seylen bamkj, randomly selectied thosz '-.‘-'.-‘h:ﬂ- affect ot least @ miner ezor.
Results wers analysis @wongh SPSS package for convenience and reliability. Resufts
found ithat, both siate and privale bank’s recovery progess moderately sutisfiod

customers and compare with prvate bank, state bank fs httl'ﬂﬂg]: private bemd, amd
alll recoviry process were limearly correlatied with- mﬁﬂm Sﬂm action, Regression
amadysns fourd that, the customer msﬁ:ﬂu{m Varamse Was ﬁ'?plaun:d' by 56.3% of (e
service ecovery stategy. In addition 1o e above, the study edffers supgestions and
smpiiicatiions to fhe benlks far semioe Bl were foed 1o be of varving imporiance
and dififereat :9::{‘:.'&;:'1: recewery strategues more effective for partvondar filures: further,
cestomiess withy lony rellagonships or high depoeits sty aneir bonks were mone

dennamdling wath 1egpeet to Service Tecavery.
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