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GRIN Verlag Okt 2011, 2011. Taschenbuch. Book Condition: Neu.
208x70x10 mm. This item is printed on demand - Print on
Demand Neuware - Essay aus dem Jahr 2011 im Fachbereich
BWL - Marketing, Unternehmenskommunikation, CRM,
Marktforschung, Social Media, Note: -, Atlantic International
University, Sprache: Deutsch, Abstract: Understanding and well
managing customer's needs and expectations is very critical for
a service-oriented organization like an airline because it protects
against customer's dissatisfaction. After customers' needs and
expectations are well identified, the service provider should
strive so as to fill the service quality gap and even to go beyond
customers' expectations by accommodating or shaping them.
SERVQUAL is one of the measuring tools which has been widely
used to measure customers' expectations in the service quality
setting. SERVQUAL represents service quality as the discrepancy
between customer's expectations for a service offering and the
customer's perception of the service received, requiring
respondents to provide answers to questions related to both
expectations and their perceptions. In order to manage
effectively and efficiently customers' expectations, airlines need
to know them then accommodate them through segmentation,
innovation and Total Quality Management or shape them by
using communication and other cues such as customer-oriented
human resources management practices...

R EAD O NLINER EAD O NLINE
[ 8.32 MB  ][  8.32 MB  ]

R eviewsR eviews

Very good electronic book and valuable one. It is actually writter in basic words instead of di icult to understand. I
discovered this ebook from my i and dad encouraged this publication to discover.
-- Pr of . Jevon Fr a m i-- Pr of . Jevon Fr a m i

The publication is simple in go through preferable to fully grasp. I am quite late in start reading this one, but better
then never. It is extremely difficult to leave it before concluding, once you begin to read the book.
-- Mr s. Josia ne Collins-- Mr s. Josia ne Collins

http://www.mostbooks.download/measuring-and-managing-customers-expectations-in.html
http://www.mostbooks.download/measuring-and-managing-customers-expectations-in.html


QGTQFHOYAZ \ Measuring and Managing Customers Expectations in the Airline Industry > Doc

You May Also LikeYou May Also Like

Psy ch o lo gisch es Testv erf ah renPsy ch o lo gisch es Testv erf ah ren
Reference Series Books LLC Nov 2011, 2011. Taschenbuch. Book Condition: Neu. 249x191x7
mm. This item is printed on demand - Print on Demand Neuware - Quelle: Wikipedia. Seiten:
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werden die Versandkosten anteilig erstattet. - Adobe InDesign is taking the publishing world
by storm and users are hungry for breakthrough solutions to...
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