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" Business Organization
* Integrated model
° Business to Business
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" Customer Satisfaction Measurement
" Blame assignment

" Consumer 's fulfillment response

! Purely transactional exchanges
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Boundary roles

AR . . . .
Decision — making unit
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"" Decider
" Gatekeeper
AR3
Influencers
\o
Buyers
" Users
" Tailoring marketing
" Customer loyalty attitude
" Customer loyalty behaviours
" Costabile
" Dick and Basu
" Entity
" Revealed behaviour
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Oliver
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Re-patronize

Y1
Monogamous

Yv .
Promiscuous

YA .
One-to-one marketing

Y4 . B
Micro marketing

A\l
Morgan
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"' Superordinate
" Rigid
" Information richness
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i Reliability of the supplier
" Adherence to delivery schedule
A\l
Anderson
" Intended purpose
"™ Confirmation
vq .
Comparative process
" Emotions
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Bagozzi
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** Cognitive construct

** Tolman

** Customer commitment
* Customer trust

* Trust

** Commitment

°* Morgan and Hunt
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' Customer Satisfaction Measurement
oy .
Blame assignment
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