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This book demonstrates in a simple and straightforward way the process of discovering the attributes that are
important to your customers, measuring their satisfaction with an unbiased survey instrument, analyzing that
data, and then doing a statistical analysis to determine the best approach to improving the low-rated attribute
and implementing change that has a higher probability of improving customer loyalty. Satisfaction is a
feeling; loyalty is a behavior with satisfaction as its foundation, coupled with a willingness to repurchase and
a willingness to recommend. It is that interest in reliving a positive customer experience that creates loyal
behavior. This book gives insights into the process that companies can use to create that satisfaction in their
customers and promote loyal behavior in customers buying patterns. Each chapter is constructed as a self-
contained entity. The method described in this book will help you collect data from your customers,
understand the information through analysis of the metrics and comments, find root causes of problems,
motivate people to contribute to improving satisfaction, and then sustain the gains by audit. There is no
appendix to reference for additional materials. The basic process needed to analyze and implement a robust
quality system for improving customer satisfaction is described in full, including presenting the data of
customer satisfaction values in a way that makes it easy to understand.
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From reader reviews:

Shirley Jones:

The book Superior Customer Satisfaction and Loyalty can give more knowledge and information about
everything you want. So just why must we leave the good thing like a book Superior Customer Satisfaction
and Loyalty? Wide variety you have a different opinion about book. But one aim which book can give many
details for us. It is absolutely right. Right now, try to closer with your book. Knowledge or details that you
take for that, you may give for each other; you could share all of these. Book Superior Customer Satisfaction
and Loyalty has simple shape however you know: it has great and big function for you. You can look the
enormous world by start and read a reserve. So it is very wonderful.

Laura McLaughlin:

The e-book with title Superior Customer Satisfaction and Loyalty posesses a lot of information that you can
learn it. You can get a lot of advantage after read this book. This kind of book exist new understanding the
information that exist in this publication represented the condition of the world today. That is important to
yo7u to know how the improvement of the world. This book will bring you with new era of the
internationalization. You can read the e-book on your smart phone, so you can read it anywhere you want.

Brian Rutt:

The book untitled Superior Customer Satisfaction and Loyalty contain a lot of information on it. The writer
explains your girlfriend idea with easy approach. The language is very clear and understandable all the
people, so do definitely not worry, you can easy to read the idea. The book was published by famous author.
The author provides you in the new era of literary works. You can easily read this book because you can read
more your smart phone, or program, so you can read the book with anywhere and anytime. If you want to
buy the e-book, you can open their official web-site and order it. Have a nice read.

Harold Thompson:

You can obtain this Superior Customer Satisfaction and Loyalty by check out the bookstore or Mall. Merely
viewing or reviewing it might to be your solve issue if you get difficulties on your knowledge. Kinds of this
e-book are various. Not only through written or printed and also can you enjoy this book by means of e-
book. In the modern era just like now, you just looking from your mobile phone and searching what their
problem. Right now, choose your personal ways to get more information about your reserve. It is most
important to arrange you to ultimately make your knowledge are still change. Let's try to choose suitable
ways for you.
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