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! Johnson, D. and Fornell, C. 1991. A Framework for Comparing Customer
Satisfaction Across Individuals and Product Categories’, Journal of Economic Psychology,
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2 Gustafsson, A., Johnson, D. and Roos, I. 2005. The Effects of Customer
Satisfaction, Relationship Commitment Dimensions and Triggers on Customer Retention’,
Journal of Marketing, 69(October), p. 210-218.
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! Brown, W. and Yoshioka, C. 2003. Mission attachment and satisfaction as factors
in employee retention. Nonprofit Management and Leadership. 14 (1), p. 5-18.
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! Sargeant, A., Foreman, S. and Liao, M. 2002. Operationalizing the marketing
concept in the nonprofit sector”, Journal of Nonprofit and Public Sector Marketing, 10 (2), p.
41-65.

2 Narver, C.J. and Slater, S.F. (1990), “The effect of a market orientation on business
profitability”,Journal of Marketing, Vol. 54, October, pp. 20-35.

% Drucker, P.E. 1989. What business can learn from non-profits”, Harvard Business
Review, July- August, p. 88-93.
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