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ABSTRACT

This study gathered negative consumption experience stories which were pro-vided by twenty-one patients from the viewpoint of

customer experience, and analyzed those materials by SSIT (subjective sequential incidents technique) method, so as to ex-plore

these service failure factors in healthcare industry (in hospital medical treatment).

The study discovered the service failure course that caused customers to produce the negative mood could divide into 8 main stages,

22 vice-stages, 29 service failure plots, and 82 angry sorts; among those sorts could conclude into six anger points in-cluded: raised

event, improper responses, secret reconnaissance, recovery failure, service disaster lasting, and prompt.

In 29 service failure plots, 18 of them were formed by a main raised event, ac-companied by several improper responses, secret

reconnaissance or recovery failure anger points, to form the bunch tabulate mould.

According to the managerial implications obtained from the concept of service failure in this study, should provide reference basis to

practical management in health-care industry, to be beneficial to prevent or restrain the occurrence of continuous service failure, and

to build up an excellent physician-patient relationship.
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