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Analyze responses from satisfaction determination mechanism

Select measurement methodologies from best practices

Verify effectiveness based on repurchases, customer loyalty

Define scope, sample size, measurement scale, frequency 

Develop methodology questions, ensure validity, objectivity

Identify key value/loyalty behavior drivers, cross validate

Knowledge Sources: Customer contact, forums, focus 
groups, interviews, surveys, visits, complaints, follow-ups

Apply Improvement Process to opportunities identified 

Translate responses into actions into action plans

Implement improvement action plans
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