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Abstract

This study aims to contribute to a growing body of service recovery
knowledge by examining the relationship between service recovery strate-
gies and customers satisfaction in Jordanian hospitals environment, and
to determine the degree to which it uses these strategies; and the impact
of these strategies on patient satisfaction and to identify which strategies
have more impact on patients’ satisfaction. The respondents used for this
study were 400 inpatients of Jordanian private hospitals located in Am-
man. Only 172 questionnaires, out of the questionnaires distributed, were
valid for statistical analysis. The study concluded that there is an impact of
recovery strategies (assistance in solving the problem, compensation, re-
sponse speed and explaining the reasons for failure) in dealing with service
failure on patient satisfaction, and the help strategy was the most important
one. While there is no impact of thae apology strategy on patient satisfac-
tion in Jordanian hospitals. It was also found that there is a difference in
patients’ satisfaction on recovery strategies related to sex, and it was found

that women were more satisfied than men according to recovery strategies.

Key Words: Recovery Strategies, Service Failure Handling, Patients’

Satisfaction, Jordanian Hospitals.
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