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3. Trust

4. Commitment

5. Customer Retention

6. Subjective

7. The Overall Quality of a Relationship
8. Relationship Marketing

9. Fragmentation of Markets

10. Relationship Orientation
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6. Perceptual Gap

7. Multiservice Organization

8. Core Service Strategy

9. Customization

10. Industrial Relationship Marketing
11. Indifferent Customers
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1. Customer Relationship Management (=CRM)
2. Intangibility

3. Inseparable

4. Person-to-person (Interpersonal)

5. Person-to-firm (Company)
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10. Shared Values
11. Mutual Goals
12. Opportunistic Behavior
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1. Commitment

2. Trust

3. Satisfaction

4. The Sharing of Secrets
5. Intangible Values

6. Customer’s Perceptions
7. Professional Relations
8. Social Relations

9. Buyer’s Trust
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1. Making and Keeping Promises
2. Uncertainty
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1. Personalization of Service Encounters
2. Relational Selling Behaviors

3. Perceived Service Quality

4. Customer Satisfaction

5. Purchase Intentions

6. Social Relationship
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