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                        Abstract

                        Purpose

This paper aims to reflect on the paper “Service failure and loyalty: an exploratory empirical study of airline customers” published 18 years ago. It positions it in the evolving literature on relationship marketing and suggests directions for further research and developments in the area.



Design/methodology/approach

A review of key contributions of the paper to the study of relationship marketing and the effects of service failures on relationships identifies emerging strands of research.



Findings

The concept of a “relationship lifecycle” is now widely used in marketing for identifying customer segments. Different points in the lifecycle are associated with differing sets of relationship expectations and levels of tolerance to service failure. Customer relationship management has tended to morph into customer experience management where principles of relationship lifecycles have been applied to mapping customer “journeys” through a service process.



Practical implications

The original study informed practices of managing relationship expectations and handling failed expectations, depending on a customer’s length of relationship with a company. Although relationship marketing was originally conceived as an integrator of marketing cues, its emphasis on cognitive evaluations may have been too limiting and customer experience management has since introduced additional affective dimensions.



Originality/value

The original paper had been widely cited and generated discussion and important further research. It has value as part of the emerging landscape of services marketing research. This retrospective analysis locates this historical development with reference to currently popular issues of customer experience management.
 
                    

                
                
                	Acceptance Date	Apr 20, 2016
	Publication Date	Aug 8, 2016
	Journal	Journal of Services Marketing
	Print ISSN	0887-6045
	Publisher	Emerald
	Pages	480-484
	DOI	https://doi.org/10.1108/JSM-04-2016-0137
	Keywords	relationship marketing; service failure; customer experience; relationship lifecycle
	Publisher URL	https://doi.org/10.1108/JSM-04-2016-0137


            


            

                
                
                
                
                
                                    
                        Organisation(s)

                        	
                                    
                                        Keele Business School
                                    
                                


                    
                
                 
                
                
                
                
                
                


                
                
                
                Downloadable Citations


                
                                        
                        
                            
                            BIB

                        

                    

                    
                        
                            
                            RTF

                        

                    

                                    

            


        
    







    
        
            Keele Repository Powered by Worktribe |
            Accessibility
        

    





    

    
        
            About Keele Repository

            
        

        

                            Administrator e-mail: research.openaccess@keele.ac.uk

            
            


            This application uses the following open-source libraries:


            


            SheetJS Community Edition

            Apache License Version 2.0 (http://www.apache.org/licenses/)


            


            PDF.js

            Apache License Version 2.0 (http://www.apache.org/licenses/)


            


            Font Awesome

            SIL OFL 1.1 (http://scripts.sil.org/OFL)

            MIT License (http://opensource.org/licenses/mit-license.html)

            CC BY 3.0 ( http://creativecommons.org/licenses/by/3.0/)


            



        
        
            Powered by Worktribe  © 2024

        

    





    

    
        
            Advanced Search

            
        


        

            

                

                Keele Repository ID

                
                    
                        
                    

                


                
                Title

                
                    
                        
                            all of
any of


                        
                    

                    
                        
                    

                


                
                Name

                
                    
                        
                    

                


                
                Year
        
                
                    
                        
                    

                


                
                Keywords

                
                    
                        
                            all of
any of


                        
                    

                    
                        
                    

                


                
                Faculties, Schools & Groups
                    
                
                    
                        Faculty of Humanities and Social Sciences
Faculty of Medicine and Health Sciences
Faculty of Natural Sciences
Harper and Keele Veterinary School
Keele Business School
Keele University
School of Allied Health Professions
School of Chemical and Physical Sciences
School of Computing and Mathematics
School of Geography Geology and Environment
School of Humanities
School of Law
School of Life Sciences
School of Medicine
School of Nursing and Midwifery
School of Pharmacy and Bioengineering
School of Psychology
School of Social Sciences


                    

                


                
                Type
                    
                
                    
                        Book
Book Chapter
Conference Proceeding
Dataset
Digital Artefact
Exhibition / Performance
Journal Article
Other
Patent
Presentation / Conference
Report
Thesis
Working Paper


                    

                


                
                Publication Status
                    
                
                    
                        Submitted
Accepted
In Press
Published
Unpublished


                    

                


                
                Journal or Publication Title

                
                    
                        
                            all of
any of


                        
                    

                    
                        
                    

                


                
                Order the results
                
                
                    
                        
                            By last modified (most recent first)
By last modified (oldest first)
By year (most recent first)
By year (oldest first)
By title


                        

                    

                


            


        
        
            
                
                    Search
                

            

        

    








