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Communication in a Company for Customer Royalty

Kazue Murayama
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INTERNATIONAL INFORMATION CENTER

Abstract

It has often been said in the field of enterprise management that in order to continue corporate
operations, improving the level of customer loyalty is one important objective.

Although it is indispensable to analyze the customer from various aspects and to change our
methods accordingly, it seems that the subject of analysis is often too tightly focused on customer
loyalty. A company should strive to improve communications within the organization as well as
strive to understand the customer.

There are many effects of harmonizing communication within the company, but the focus of this
paper is on those which contribute to employee satisfaction. The position put forth in this paper is
that harmonic communication within the corporation leads to employee satisfaction, which must
have an effect on customer loyalty.

Discussion will be based on observations made by the author at Saishunkan Pharmaceutical
Co., and examples will be provided in this context.

Key words
Customer Satisfactiond Customer Royaltydd Communication in a Companyd Employee
Satisfactiond Saishunkan Pharmaceutical Co.
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