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Seminar paper from the year 2010 in the subject Business economics - Marketing, Corporate
Communication, CRM, Market Research, Social Media, grade: 1,0, RWTH Aachen University, language:
English, abstract: Terms like service quality, customer satisfaction and customer loyalty are often associated
with competitive advantage, sustainability and long term profitability. Most people would agree that satisfied
customers are the best candidates to evolve into loyal customers. However, even if customers are satisfied
with the service there is still the possibility that they will switch to competitors if they expect a better service,
a better quality or a higher value there. Nevertheless it is certainly that satisfaction is considered as a key
factor to build up customer loyalty, because you can have satisfaction without loyalty, but it is difficult to
have loyalty without satisfaction. Loyal customers mean a continuous and stable base of customers. Trying
to obtain loyalty becomes inevitable for firms. There are many good reasons for this. The acquisition of new
customers is expensive and therefore keeping customers loyal allows firms to amortize those costs.
Furthermore loyal customers are often willingly to pay premium prices. They know the business and the
services and therefore require less information themselves and moreover, as the most effective marketing
channel, they serve as an information source for other customers on behalf of the firm. It is surely a fact that
people tend to tell their experiences to other persons, run so-called word of mouth (WOM). Several
researchers found that consumers engage in about twice as much WOM when they are dissatisfied in contrast
to when they are satisfied, so that positive experiences are spread to nearly five persons, whereas negative
experience will be passed to over 9 persons.
There are various research articles and studies which determine the relations and interactions between
satisfaction, quality, loyalty and WOM. In a given service context these are the cornerstones of service
marketing. In the following, I will present some of these concepts and predominantly link them to three
articles of Ferguson et al.
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From reader reviews:

Eleanor Sotomayor:

The reserve with title Service Marketing Innovations - some general concepts has lot of information that you
can find out it. You can get a lot of advantage after read this book. This kind of book exist new expertise the
information that exist in this e-book represented the condition of the world now. That is important to yo7u to
learn how the improvement of the world. This particular book will bring you throughout new era of the
glowbal growth. You can read the e-book in your smart phone, so you can read it anywhere you want.

Sheila Robinson:

People live in this new time of lifestyle always attempt to and must have the spare time or they will get wide
range of stress from both lifestyle and work. So , once we ask do people have free time, we will say
absolutely without a doubt. People is human not a robot. Then we question again, what kind of activity are
there when the spare time coming to an individual of course your answer can unlimited right. Then do you
try this one, reading books. It can be your alternative with spending your spare time, the book you have read
is usually Service Marketing Innovations - some general concepts.

Brandi Johnson:

Reading a book for being new life style in this year; every people loves to read a book. When you go through
a book you can get a lot of benefit. When you read ebooks, you can improve your knowledge, mainly
because book has a lot of information into it. The information that you will get depend on what kinds of book
that you have read. If you would like get information about your analysis, you can read education books, but
if you want to entertain yourself you can read a fiction books, these us novel, comics, as well as soon. The
Service Marketing Innovations - some general concepts provide you with new experience in reading through
a book.

Lola Kelly:

Reading a publication make you to get more knowledge from this. You can take knowledge and information
from the book. Book is written or printed or outlined from each source this filled update of news. Within this
modern era like currently, many ways to get information are available for an individual. From media social
including newspaper, magazines, science e-book, encyclopedia, reference book, story and comic. You can
add your knowledge by that book. Ready to spend your spare time to open your book? Or just trying to find
the Service Marketing Innovations - some general concepts when you necessary it?
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