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'* Word-of-mouth

™ Word-of-Mouth Communications
™ Negative Bias

" Disproprotionate Influence

" Word-of-mouth information

** Advice

' Objective Criterion
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™ Meal & Ashrforth
" Bergami & Bagozzi
* Bhattacharya & Sen
™ Ahearnel et al

" Bettencourt

™ Ahearne

™ Algesheimer

™ Arnett

™ Morgan & Hunt

™ Aaker

™ Repurchase

™ Reichheld & Sasser
™ Peter & Olsen

™ Harley- Davidson

** Customer- Company ldentification
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