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{Abstract>

Typologies of Healthcare Service Failures and
Recovery Strategies

- Sung Ho Kim' , Hyun Hee Shin, Sung Ho Choi

School of Business, Hanvang University

In this study, the authors developed typologies of failures and recovery strategies
in healthcare services, adopting the research framework of Kelley et al.(1993),
Hoffman, et al.(1995), and Forbes et al.(2005). Data were collected form a sample of
559 respondents recruited in several regions of Korea through self-administered
questionnaires. Data collection was done at hospitals and clinics respondents were
visiting.

The study has identified typologies of 21 failures and 10 recovery strategies in
healthcare services. Results shows that "insufficient explanation by doctors" was the
most frequent service failure followed by “insincere attitude of administrative
employees" and "insincere attitude of nurses."The type of recovery (compensation)
that most of the respondents have received was apology from the healthcare service
providers while the recovery that most respondents wanted to receive was sufficient

explanation, suggesting that there is a significant gap between what is wanted and what

is offered.
* B39z 20079 59 299, £AUA 20079 7€ 139, AASAAA}: 20099 03€ 13Y
T AR AT, ek AAdis (M3k (02) 2220-1041,87% (02) 2295-5896,

kim007@hanyang.ac.kr)

- 99 -



W73 9e3)A A4 Al

Implications for healthcare service providers as well as limitations of the current

study were discussed. Directions for further research were also suggested.

Key Words : service failures, recoveries, healthcare services
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