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ABSTRACT

It had been proved that effective service recovery not only improve customer satisfaction but also make percentage of returned

customer and corporate reputation better. These days, Medical management is as also as business. On purpose of improving

business performance, for this reason, service recovery becomes a important factor to make customer satisfied and keep the

percentage of returned customer better.Hence, this research is emphasized in the healthcare staff’s service recovery.Most of the

studies previously treat seniority as population control variables.However, this study treats healthcare staffs and tenure as

independent variables to study the relation with service recovery and finding the effect while the service ethics as intermediary

variable simultaneously. The questionnaire are collected from different physicians and nurse in various hospitals in Taiwan, by the

software named SPSS 15.0 statistics tool to analyze the numerous data and based on the analyzed result provide practical

suggestions.The study reveals the truth as follows :1. It makes conspicuous native effect for service ethics when the seniority is longer

enough.2. It makes conspicuous positive effect for service recovery when the service ethics cognition is high.And depend on the

above empirical results to throw practical suggestion.
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