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and most consumers do almost every day in every kind of
situation. Every day, companies lose clients who are dissatisfied
with them, their products or their service. The underlying reason
for this is that businesses do not know how to treat their
customers the right way. In addition, instead of aiming to keep
them, the firms attempt to gain new clients instead. This is
problematic as it is more effective and less cost-intensive to
retain one s current consumers than to obtain new ones.
Moreover, most of these companies consider themselves to be
customer-orientated, which means that all their activities need
to be focused on fulfilling the needs and wants of the end-user.
However, although these companies regard customer-
orientation as a key competitive advantage,...
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