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1 Keiningham, T., et al, Loyalty Myths, pp 89-90. 
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2 Esteban Kolsky, “Implement Customer Satisfaction Management Processes to Improve Revenue,” Gartner, 2 
March 2006. 
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3 Jim Davies, “Toolkit: Case Study: BT Retail Aims to Understand and Improve the Customer Experience,” Gartner, 
25 September 2006. 
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