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According to the market evidences following are the main
determinants of customer retention: Delivered quality of products
and services versus customer expectation: The worthiness of a
particular product or... Value: Value here could be defined as the
getting a quality product at optimal cost. ...

Determinants of Customer Retention - Management Study
Guide

The customer retention is very important for the hotel to

maintain the old customer and attract the new customer. This is
very difficult job for the hotels and for each company to retain the
old customer and for that reason the hotel offers different
package for their customers to retain. The main aim of the
research is to find out which factor play important role in the
customers retention.

[PDF] DETERMINANTS OF CUSTOMER RETENTION IN HOTEL
INDUSTRY ...

This paper investigates how image, perceived service quality and
satisfaction determine customer retention in the retail banking
industry in Malaysia. Data was obtained using a self-administered
survey involving a convenience sample of 134 retail banking
customers in Malaysia. The results show that image is both
directly and indirectly related to retention through satisfaction
while perceived service quality is indirectly related to retention
through satisfaction.

Identifying the Determinants of Customer Retention in a

As previous studies in different contexts have shown, trust and
satisfaction are two fundamental determinants of customer
retention in offline and online environments, and key factors for
establishing and maintaining lasting relationships with customers
(Curras-Pérez et al., 2013, Han and Hyun, 2015, Hazra and
Srivastava, 2009).

Determinants of customer retention in virtual
environments ...

Based on references from the literature constructs identified for
customer retention are customer satisfaction, switching costs and
customer loyalty and for customer loyalty the constructs
identified are trust,commitment and customer satisfaction. For
determining satisfaction the constructs identified in the proposed
study are convenience of location, store atmosphere,promotion,
customer relationship management practices and merchandise.

Determinants of customer loyalty and retention: A study
of ...

Determinants of Customer Retention According to the market
evidences following are the main determinants of customer
retention: Delivered quality of products and services versus
customer expectation: The worthiness of a particular product or
service does not depend on its own merits.

Determinants Of Customer Retention In Hotel Industry
@inproceedings{Mburu2012DeterminantsOC,

title={Determinants of customer satisfaction and retention: a
survey of the banking industry in Kenya}, author={P. Mburu},
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year={2012} } figure 1.1 figure 2.1 figure 3.1 figure 3.2 figure
4.1 figure 5.1 table 5.1 figure 5.2 figure 5.3 figure 6.1 table 8.1 ...

Determinants of customer satisfaction and retention: a ...
explained about several factors that influence customer
retention. They included creating customer satisfaction, creating
customer trust, customer involvement, creating switching
barriers, communication effectiveness, service quality and price
and several customer retention strategies and processes for

Determinants of Customer Retention in Commercial Banks
in ...

They are 1) loyalty’s primary determinants (PD), which include,
customer’s satisfaction, trust, perceived value, and perceived
service quality; 2) loyalty’s secondary determinants (SD ...

(PDF) Determinants of Customer Loyalty: A Review and ...
Customer retention refers to custome r’s stated continuation of a
business relationship with the firm (Timothy, Bruce, Larzan & Jao,
2007). Unlike th e conventional commercial banking sector in...

(PDF) Customers' Retention in Micro Finance Banks: An ...
The dependent variable used in this research is Customer
Retention. The independent variables that were used to
determine customer retention are Corporate Image, Quality,
Project Management, Relationship with the Customer and Price.
The research has utilized the survey approach with a survey
questionnaire.

The Determinants of Customer Retention in the
Construction ...

Customer retention is a strategic process to keep or retain the
existing customers and not letting them to diverge or defect to
other suppliers or organization for business and this is only
possible when there is a quality relationship between customer
and supplier.

Customer Retention - A Strategic Process to Retain ...
Determinants of Customer Retention in Kenyan Commercial
Banks: A Case of KCB Bank Kenya Limited . By Patricia W. Chuani.
Abstract. A Research Project Report Submitted to the Chandaria
School of Business in Partial Fulfillment of the Requirement for
the Degree of Masters of Business Administration (MBA)The
purpose of the study was to investigate ...

Determinants of Customer Retention in Kenyan
Commercial ...

This study examines the combined effects of customer
satisfaction and trust on customer retention and positive word of
mouth (WOM). Data from a large-scale survey of fixed line
telephone users in the UK confirm that both satisfaction and trust
have strong positive associations with customer retention and
WOM. Contrary to some assertions in the literature, however, the
authors find that the linear effect of satisfaction on retention is
much stronger than that of trust.

On the relative importance of customer satisfaction and ...
Such model contemplates the constructs of Value Proposition,



Operand Resources, Operant Resources, Value Facilitation, Value
Co-creation and Value in use as determinants in the Customer
Retention. The study was conducted via a survey, with a pooling
of 273 clients of a banking institution.

Proposal and validation of a theoretical model of
customer ...

The Determinants of Customer Retention in the Construction
Industry of the Maldives Ahmed Abdulla FTMS Alumni, Master of
Business Administration E-mail: [email protected] Dr. Ismail
Nizam Head of MBA Programs, School of Accounting and Business
Management, FTMS Global Malaysia E-mail: [email protected]

The Determinants of Customer Retention in the -
MAFIADOC.COM

Abstract. The ability to retain and lock in customers in the face of
competition is a major concern for online businesses, especially
those that invest heavily in advertising and customer acquisition.
In this paper, we develop and implement an approach for
measuring the magnitudes of switching costs and brand loyalty

for online service providers based on the random utility modeling
framework.

Measuring Switching Costs and the Determinants of
Customer ...

Nonetheless, two dimensions of customer loyalty have been
commonly brought to the fore by researchers: behavior and
attitude (Bell, Auh and Smalley, 2005). Behavioural loyalty relates
to divulged purchase and usage behavior conditioned on
customer satisfaction , whereas attitudinal loyalty relates to the
extended

DETERMINANTS OF CUSTOMER LOYALTY IN THE RETAIL
BANKING ...

Ontherelativeimportanceof customer satisfaction and trust as
determinants of customer retention and positive word of mouth.
that firms seek to increase customer satisfaction. Satisfaction
alone, however, does not ensure continued service
patronage.5While satisfaction may be one important driver, trust
is also likely to influence retention and WOM, both independently
and in tandem.
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