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Customer satisfaction and loyalty are becoming increasingly important to most
organizations since the financial benefits from improving them have been well
documented. This book presents a thorough examination of how to use research
to understand customer satisfaction and loyalty. It takes the reader step-by-step
through the process of designing and conducting a survey to generate accurate
measures of customer satisfaction and loyalty. The research processis explained
in detail, including questionnaire design, analysis and reporting, but the book also
covers other elements of an effective customer satisfaction process. These
include project planning, communicating with customers before, during and after
the survey, aswell as providing internal feedback and taking effective action to
address issues raised by the survey. There is also comprehensive coverage of
loyalty measurement methodologies as well as the satisfaction-profit chain and
associated modelling and forecasting techniques.
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financial benefits from improving them have been well documented. This book presents a thorough
examination of how to use research to understand customer satisfaction and loyalty. It takes the reader step-
by-step through the process of designing and conducting a survey to generate accurate measures of customer
satisfaction and loyalty. The research processis explained in detail, including questionnaire design, analysis
and reporting, but the book also covers other elements of an effective customer satisfaction process. These
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Editorial Review

Review

Reviews of the previous editions: '... if you can't tell your PFIs from your PIMs then thisis the tome to put
you straight.' Loyalty Magazine 'A pragmatic tour-de-force. A comprehensive "how-to" guide to customer
satisfaction and loyalty measurement. Clearly written. Easy to follow. In all, abook that setsitself an
objective in Chapter 1 - to "explain how to carry out professional customer surveys...on which you can base
important management decisions" - and then hammers on to fulfil its brief comprehensively.' The Institute of
Direct Marketing Website

About the Author

Nigel Hill has been involved in measuring customer satisfaction for 20 years, forming the Leadership Factor
to specialize in the discipline in 1996. He has written extensively and spoken at conferences around the
world on the subject and manages customer satisfaction projects for many leading companies. Jim Alexander
has over 30 years experience in using management information and market research for decision making.
This includes commissioning market research and customer satisfaction studies for HP Bulmer, Volvo and
Mercedes Benz and Rolls Royce. Jim now manages customer and employee satisfaction surveys for many of
The Leadership Factor's major clients.

Users Review
From reader reviews:
Marjorie lngram:

Do you considered one of people who can't read pleasant if the sentence chained inside the straightway, hold
on guys this specific aren't like that. This The Handbook of Customer Satisfaction and Loyalty Measurement
book is readable simply by you who hate the perfect word style. Y ou will find the data here are arrange for
enjoyable reading experience without leaving even decrease the knowledge that want to provide to you. The
writer of The Handbook of Customer Satisfaction and Loyalty Measurement content conveys prospect easily
to understand by lots of people. The printed and e-book are not different in the content but it just different
available asit. So, do you continue to thinking The Handbook of Customer Satisfaction and Loyalty
Measurement is not |oveable to be your top collection reading book?

William Phillips:

This The Handbook of Customer Satisfaction and Loyalty Measurement are reliable for you who want to
certainly be a successful person, why. The reason of this The Handbook of Customer Satisfaction and
Loyalty Measurement can be among the great books you must have will be giving you more than just simple
looking at food but feed you actually with information that possibly will shock your prior knowledge. This
book is usually handy, you can bring it just about everywhere and whenever your conditions in e-book and
printed types. Beside that this The Handbook of Customer Satisfaction and Loyalty Measurement forcing
you to have an enormous of experience for example rich vocabulary, giving you trial run of critical thinking
that we know it useful in your day exercise. So, let's have it and revel in reading.



Benjamin Aldridge:

Often the book The Handbook of Customer Satisfaction and Loyalty Measurement has alot detailson it. So
when you read this book you can get alot of gain. The book was written by the very famous author. The
writer makes some research ahead of write this book. That book very easy to read you may get the point
easily after perusing this book.

Robert Journey:

Beside thiskind of The Handbook of Customer Satisfaction and Loyalty Measurement in your phone, it may
give you away to get closer to the new knowledge or facts. The information and the knowledge you might
got hereis fresh from the oven so don't always be worry if you feel like an aged people live in narrow
commune. It is good thing to have The Handbook of Customer Satisfaction and Loyalty Measurement
because this book offers for your requirements readable information. Do you occasionally have book but you
don't get what it's about. Oh come on, that would not happen if you have this with your hand. The Enjoyable
option here cannot be questionable, including treasuring beautiful island. So do you still want to missthe
idea? Find this book and read it from at this point!
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