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Abstract : Purpose: The study aimed to measure the customer satisfaction with service recovery through the conflict
management framework, especially assessing the role of pre-existing attitudes for measuring the customer response to the
service failure. Design/ methodology/ approach: The study is based on the experimental research method. The factorial designs
are used in the research that measures the variables in two separate studies. In the first study, the factorial design is 3 conflict
management style: cooperative, competitive, avoiding; - 3 service performance: exceed expectation, meet expectation, fail to
meet expectation; and in the second study includes: - 3 conflict management style: cooperative, competitive, avoiding; - 2
service performance: exceed expectation, fail to meet expectation; - 2 pre-existing attitude: positive, negative. Finding: The
results of study based on a scenario indicate that the conflict management style affected on customer satisfaction by service
recovery efforts as well as the pre-existing attitudes affected the customer interpretation for service providers (conflict
management style) and those who have positive pre-existing attitudes are interested to response to the cooperative approach in
dealing with service failure. Research limitation/ implication: According to all researches, the study has several limitations. The
nature of scenario in this study may cause to hit the reality of life. Although, the similar scenario approaches commonly are
used for such researches, but the approaches are not without criticism. Practical implications: Given the importance of service
recovery, companies can understand the importance of creating customer satisfaction achieved by the positive results due to
the service recovery during the shortness or service failure by the mentioned companies. Originality/ value: The study
highlights the importance of service failure and providing the education in relation to the service recovery.
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