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ABSTRACT
In this study, the CIT survey and interviews were conducted to collect data, which were then analyzed with general CIT method the
critical incident technique, and the narrative analysis. Results indicate the narrative analysis was able to obtain more information
than the critical incident technique. In addition, the narrative analysis was able to present a series of events instead of an individual
event. Data collected from 10 interviews were analyzed with a focus on cases of educational and medical service failure. The analysis
yielded a series of 11 individual events, which allowed the researcher to construct 6 models, including 2 models on educational and 4
on medical institutions. The models on educational institutions are “ Inappropriate Responses from Schools” Model and
perceptual orientation from Schools Model. Those on medical institutions include perceptual orientation [ value added model of
inward explosion, “ Inappropriate Responses on Emergency Medical Treatments” Model, and “ Inappropriate Responses on
General Medical Treatments” Model. With regard to research methods, it was found that the subjective sequential incidents
technique (SSIT) was more effective in sequencing events and constructing models. The study also found that the quality of
management can be enhanced if educational and medical institutions can construct failure service models to understand the
characteristics, processes, and causes of service failure. With the construction of the models, management tasks or precautions can be
carried out to prevent service failure.

Keywords : Service Failure ; Service Encounter ; Critical Incident Technique ; AnalysisNarrative ; Subjective Sequential Incidents
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