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' Relationship marketing
¥.Customer retention
. Economics of scale
¢, Brand
¢.Discrete transactions
. Relational exchanges
v. Key account management
VY. Direct marketing
VY. Customer relationship management(CRM)
\*. Public relation
W, Paradigm
el 03 S der 5 e S 03 5 Led e oty Johe cosls S g eSS s sl L
‘Y. Transactional marketing
. Marketing mix management
‘. ¢p (product,price,place,promotion) tool box
‘. Market Economics
1, Relationship benefits
\V. Shared values
YY. Bagozzi
‘4, Moral obligation
Y. Moral virtues
Yo. and Lusch Vargo
¥, Strategic choice
. Relationship portfolio
vt.Resource-advantage (R-A) theory
vo.Relational resources
. Strategic alliances
W, Cultural goods
vA. Christopher,Payne and Ballantyne
¥4, Box office
™. Cycle of success
™. Attendence level
**.Venue occupancy rates
. Subscription purchases
vt Members
o, Friends
¢+. Rogers
™. Prospect
*A. Purchaser

4, Client
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*. Supporter

. Advocate

t¥. Partner

. Customer segments

¢t Lifetime value

to. Core product

£ Webster, F.E. Jr.

tv. Service management

¢A Internal partnerships

£ Just-in-time

o Total quality management

o). Customer relationship marketing
°¥. Business unit

°r. Divisions

°t, Strategic business units
04.Classical market relationships
1+.Special market relationships
“\.Mega relationships

1Y.Nano relationships

*8 The classic dyad

10. Enabelers

V. Full-time marketers (FTMS)
W, Part-time marketers (PTMS)
. The service encounter

1t The moment of truth

o, Business marketing

. Customer recovery

. Non-market network

“ Knowledge acquisition

. Employ market

V' The two-dimensional matrix relationship
V' “Christopher , Payn, Ballantyne & Pack”
V. Customer markets

v, Supplier & Alliance markets
vi, Referral markets

ve, Influence markets

V1, Recruitment markets

W. Internal markets

A, Reciprocal referral

<

4. Incentive-based referral
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A+, Internal Customer

A, Resource-based view

Y. Heterogeneity

A, Idiosyncratic

At Tacit

ro. Firm-specific

43. Nonaka

~v. Alliance competence

M. Knowledge management
4¢. Day

4. Market-relating competence
41, Relation portfolio

a7, Internal market orientation
4A. Customer relationship management(CRM)
y++. Customization

‘¢, Opportunistic behavior

. Past relationships benefits
v, High termination costs

A, Relationship dissolution

44, Switching costs

V++. Antitrust Law

\\. Property Law

V7. Contract Law

Y. Governance Law

‘¢, Hunt, Arnet & Madhavaram
V+o, Likert scale

V1. Content validity

V. Cronbach's Alpha



