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Abstract

The purposes of this research were to study customer’s expectation and the
effectiveness of service recovery affecting the service recovery outcomes of pet hospital in
Bangkok. The Questionnaires were collected from 385 customers who had experienced service
failures by the pet hospitals during one year ago. Finding reveal that, the effectiveness of
service recovery was founds to affected the overall outcomes and customer loyalty. But
customer’s expectation and the effectiveness of service recovery were found to affected

customer retention at a statistical significance level of 0.05.
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