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Abstract

Based on co-creation value, this study explored that the effect of customer participation in service
recovery on repurchase intention and overall satisfaction with the organization when service failure was
caused by a firm itself. A between-subject factorial experiment was carried out to test our hypotheses.A
hundred eighty undergraduates of a university in southern Taiwan participated in a 3(Recovery: without
recovery vs. absent co-recovery vs. present co-recovery) between-subject experiment. The findings of this
study indicate that customers have higher overall satisfaction with the organization and repurchase intention
when service recovery is given than when it is not given. Compared to absent co-recovery, co-recovery
improves overall satisfaction with the organization and repurchase intention. Theoretical and managerial

implications are discussed.
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