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A Study on Customer Complaint Management Systems

in Customer Satisfaction—Oriented Service Firms

Fan Xiucheng

Abstract: Effectively managing customer complaint is important for enhancing customer satisfaction, improving service

design and service quality,

and establishing and maintaining long—term customer relationships.

This paper proposes a

customer complaint management framework for service firms which is composed of complaint handling, data collection and

analysis, organization learning and continuous improvement, and empowerment.

Key words: Complaint Management, Customer Satisfaction, Service Firms
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