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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 process is 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, as well 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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Editorial Review

Review
Reviews of the previous editions: '... if you can't tell your PFIs from your PIMs then this is 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, a book that sets itself 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:

Richard Delarosa:

Book is usually written, printed, or illustrated for everything. You can realize everything you want by a
publication. Book has a different type. We all know that that book is important factor to bring us around the
world. Close to that you can your reading expertise was fluently. A book The Handbook of Customer
Satisfaction and Loyalty Measurement will make you to be smarter. You can feel a lot more confidence if
you can know about every little thing. But some of you think in which open or reading the book make you
bored. It's not make you fun. Why they are often thought like that? Have you searching for best book or
suitable book with you?

Lawrence Woods:

What do you with regards to book? It is not important to you? Or just adding material when you really need
something to explain what the ones you have problem? How about your free time? Or are you busy man? If
you don't have spare time to do others business, it is make you feel bored faster. And you have spare time?
What did you do? Every person has many questions above. The doctor has to answer that question since just
their can do in which. It said that about publication. Book is familiar on every person. Yes, it is appropriate.
Because start from on guardería until university need that The Handbook of Customer Satisfaction and
Loyalty Measurement to read.



David George:

Your reading 6th sense will not betray anyone, why because this The Handbook of Customer Satisfaction
and Loyalty Measurement guide written by well-known writer whose to say well how to make book which
can be understand by anyone who else read the book. Written throughout good manner for you, still dripping
wet every ideas and writing skill only for eliminate your hunger then you still hesitation The Handbook of
Customer Satisfaction and Loyalty Measurement as good book not only by the cover but also by content.
This is one guide that can break don't judge book by its handle, so do you still needing one more sixth sense
to pick this specific!? Oh come on your reading sixth sense already alerted you so why you have to listening
to an additional sixth sense.

Harold Thompson:

That e-book can make you to feel relax. This specific book The Handbook of Customer Satisfaction and
Loyalty Measurement was vibrant and of course has pictures around. As we know that book The Handbook
of Customer Satisfaction and Loyalty Measurement has many kinds or variety. Start from kids until teens.
For example Naruto or Private eye Conan you can read and believe that you are the character on there.
Therefore not at all of book are usually make you bored, any it can make you feel happy, fun and loosen up.
Try to choose the best book for yourself and try to like reading which.
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