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Abstract : In the literature, the positive effect of service co-recovery has been evidenced, and which customers’ attribution is
the key successful factor has also been indicated. There is also literature investigating on initiation of co-recovery for finding
out the superior way to co-recovery, and indicating co-recovery initiated by employees causes better effect of co-recovery. This
research postulates the consequences of co-recovery by different initiators affect customers’ attribution and the resultant
results. Thus, this research uses a 3x2 factorial design to investigate the impact of initiator of co-recovery and consequence of
co-recovery on customers’ attribution and post-recovery satisfaction. The results show initiation of co-recovery has a significant
influence on internal attribution, and the employee initiator causes the highest internal attribution. The consequences of co-
recovery interact with initiators of co-recovery on internal attribution significantly. Moreover, internal attribution significantly
affects post-recovery satisfaction.
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