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Abstract

In this study, enhancement of the Service Recovery Satisfaction and customer loyalty
to the store after service’ failure are researched. As a result of questionnaire

survey, it turned out that attitude with sincerity, economic compensation and valuing
customer’ s opinion when service’ failure happened have a positive influence on

Service Recovery Satisfaction and being able to stay long time has a positive influence
on it, and that Service Recovery Satisfaction, atmosphere of the store, quality of
the product, accessibility, being man enhance customer loyalty and that repeater’ s

loyalty is decreased by service’ s mistake
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