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In the service industry, proactive service recovery is simply the act of 
reaching out to the customer and providing apologies and/or 

remedies with goodwill when something goes wrong. This act must be 
performed before the customer contacts the service provider to 

express his or her dissatisfaction, as by that stage the service recovery 
becomes a reactive service recovery.

“

”
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Purpose 1: Winning back the customers
Purpose 2: Early resolution of disputes

In the coat defect scenario (moderate failure), proactive compensation led to:

▪ 22.6% higher customer satisfaction than reactive recovery.

▪ 10.3% higher repurchase intentions.

▪ 18.3% lower negative word-of-mouth.

▪ 11.3% lower anger levels.



Why is time of the essence?
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The service recovery required to close a case is 
logarithmically proportionate to the time the offer is made 
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Potential considerations (to be taken by each airline separately)
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Focus on “non-extraordinary” events, events which happen 
because of the airline’s fault.

Regardless of who paid for the ticket the proactive service 
recovery should be provided to the passenger.

Be clear what is offered is goodwill and not 

compensation and not refunds.

Offering frequent flyer miles can keep goodwill offered 

back into the airline’s ecosystem.



Questions to consider for proactive service recovery
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Should there be a consistent approach in quantum?

Email correspondence vs letterhead correspondence
vs something else?

What types of services failures attract PSR?




	Slide 1: Always through the lens of the Customer: Proactive Service Recovery
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7: Why is time of the essence?
	Slide 8
	Slide 9: Potential considerations (to be taken by each airline separately)
	Slide 10: Questions to consider for proactive service recovery
	Slide 11

