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abstract: In conjunction with the advancing process of
globalization the competitive environment continually
intensifies (Meyer, 2002, p. 3). The possibilities to minimize costs
and to increase return on sales are mostly exhausted or

itﬁ require a high amount of effort to be realized (Kuhn &
Hellingrath, 2002, p. 1). Market saturation in industrial nations
caused a swift from seller to buyer markets (Meyer, 2002, p. 4),
where the major challenge for service companies is based in
the flexible and adaptable fulfillment of ascending demands
and expectations of its customers (Gouthier, 2006, p. 58; Grant,
1996, p. 375). Delivering an outstanding and positively
surprising service to the customer can lead to competitive
advantages, such as a higher willingness to pay as the study by
Homburg, Koschate, and Hoyer (2005) indicates, a higher
loyalty if customers are very satisfied as 'the Satisfaction-
Loyalty Link' by Jones and Sasser (1995, p. 95) depicts,...
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This composed book is excellent. This really is for all who statte that there had not been a worth reading through. Your
life period will probably be change as soon as you total looking over this ebook.
-- Cheyanne Barrows

The book is fantastic and great. | have go through and i also am certain that i will planning to read through once
more once more down the road. Its been printed in an exceedingly simple way and is particularly simply after i
finished reading through this publication through which really changed me, change the way i think.

-- Hank Powlowski
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