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Services marketing is a specialised branch of marketing. Services marketing emerged as a separate field of
study in the early 1980s, following the recognition that the unique characteristics of services required different
strategies compared with the marketing of physical goods.. Services marketing typically refers to both
business to consumer (B2C) and business-to-business (B2B) services, and ...
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SERVQUAL is a multi-dimensional research instrument, designed to capture consumer expectations and
perceptions of a service along the five dimensions that are believed to represent service quality. SERVQUAL
is built on the expectancy-disconfirmation paradigm, which in simple terms means that service quality is
understood as the extent to which consumers' pre-consumption expectations of quality ...
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Journal of Services Research, Volume 4, Number 1 (April-September 2004) 94 Relative Importance of
Service Quality Which create long-lasting change. In such a scenario the companies that react more swiftly
and that anticipate or even create the change
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management research and practice vol. 3 issue 4 (2011) pp: 1-14
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SERVICE RECOVERY MANAGEMENT: CLOSING THE GAP BETWEEN BEST PRACTICES AND ACTUAL
PRACTICES by Stefan Michel, David Bowen and Robert Johnston EXECUTIVE OVERVIEW
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components. First, we deï¬•ne CRM, describe how marketing thinking about CRM has evolved over
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Impact Of Marketing Strategy On Business PerformanceA Study Of Selected Small And Medium
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business-to-business markets during the same time period. Customer service is usually the focus of
discussion in services marketing texts, whilst it appears to be implicit in the
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taloustieteiden tiedekunta joonas mÃ¤ntymaa gaining competitive advantage through quality of services in
financial industry masterâ€™s thesis
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The Journal of Human Resource and Adult Learning Vol. 4, Num. 1, June 2008 159 A Study of Service
Quality and Satisfaction for Museums - Taking the National Museum of Prehistory as an Example
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GegeckaitÄ— L. (2011). Factors of customer satisfaction on services. Global Academic Society Journal:
Social Science Insight, Vol. 4, No. 12, pp. 4-13.

Scholarly Articles Â» Factors of customer satisfaction on
ELSEVIER Integrating Internal and External Customer Relationships through Relationship Management A
Strategic Response to a Changing Global Environment Elizabeth Jane Beckett-Camarata VIRGINIA
COMMONWEALTH UNIVERSITY Martin R. Camarata VIRGINIA COMMONWEALTH UNIVERSITY
Randolph T. Barker VIRGINIA COMMONWEALTH UNIVERSITY This article examines the underlying
rationale behind successful intra- and ...
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the provider again. Numerous research studies showed that companies can generate more profit through
retaining their current customers rather than

PERCEIVED VALUE, SERVICE QUALITY, CORPORATE IMAGE AND
International Journal of Innovation, Management and Technology, Vol. 1, No. 4, October 2010 ISSN:
2010-0248 400 expect with perceptions of the services that they receive.

Service Quality Delivery and Its Impact on Customer
Good Works!: Marketing and Corporate Initiatives that Build a Better World...and the Bottom Line [Philip
Kotler, David Hessekiel, Nancy Lee, Christine Marshall] on Amazon.com. *FREE* shipping on qualifying
offers. Businesses can do well by doing goodâ€”Kotler, Hessekiel, and Lee show you how! Marketing guru
Philip Kotler
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The Journal of Applied Business Research â€“ Spring 2005 Volume 21, Number 2 93 Defensive/Offensive
Evaluation (DOE) centers on a business' core strategic objectives: (1) the defensive

The Journal of Applied Business Research Spring 2005
E-leader Krakow, 2008 Teaching Ethics in an Innovative Business Course Elzbieta Trybus, Gordon Johnson,
and Richard Gunther Department of Systems and Operations Management
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