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Abstract

Purpose: In self-service platforms, customers obtain goods or services without the assistance of staff. These
platforms have grown a lot due to the growth of mobile technologies. Self-service platform service failure
occurs when customers experience problems or dissatisfaction in using self-service platforms. One of the
ways to address inefficiencies is customer service recovery, which refers to the ability of individuals to
independently resolve issues or problems that arise when using these technologies.

Research method: In terms of purpose, this research is applied, and in terms of research strategy, theme or
theme analysis, and the approach used to analyze and collect information is qualitative and has an
exploratory approach. The sample of this research includes people who have seen dissatisfaction and
inadequacy from self-service tourism platforms, in this regard, in-depth interviews were conducted with
110 of these customers who were randomly selected, and data analysis was done in MAXQDA2020
software.

Findings and conclusions: After implementing the interviews and analyzing them, six self-recovery
strategies were introduced by the customer, which include the customer's personal characteristics, searching
and obtaining information from non-platform sources, establishing connections with other actors on the
platform, unusual actions, acquiring knowledge (digital literacy) to use Platform features such as chatbots
and basic accuracy in entering information.
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