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1. Perceived Customer 

Satisfaction  

 

2. Perceived Customer 

Behavior /Loyalty 

 

 

3. Perceived Customer        

Profitability/ Value   

    

1. Organization: 
� Management  
� Employees  

 
 
2.  Communications: 
� Contact-logistics   
� Methods/media/messages  

 
 
3.  Information: 
� Customer data 
� Customer Information system   
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