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A Consideration on Long-term Close Relationships
Between Customers and Employees

Kazue Murayama
NIGATA SEIRYO UNIVERSITY
INTERNATIONAL INFORMATION CENTER

Abstract

It is only recently the that company profit arising from long term relationships with customers and
loss arising from estrangement with customers have come to be correctly recognized as weighty,
and more attention is being paid to the maintenance of relationships with customers. In order to
form long-term relationships with customers, it is important to obtain trust from customers and
become close with customers. And for this to occur, accumulation of attentive communication with
the customer is essential.

This report focuses on communication with customers by employees with direct contact to
customers as one arena that forms trust and closeness between a company and customers and
impacts the formation of long-term relationships. In order to research exactly what elements are
desirable in communication, which is the decisive factor- in forming long-term relationships with
customers, this report applies these elements to close relationships as pertaining to the general
human interaction process while conducting interviews with employees who have a history of being
successful in forming and maintaining long-term relationships with customers, and considers the
content of communication.

Key words
Long term relationships with customers, Close Relationships with customers, human interaction
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