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Abstract

Customer satisfaction has long been considered a milestone in the path towards

company profitability. Although it is widely acknowledged that customer satisfaction

leads to higher and more stable revenues, the relationship between customer

satisfaction levels and the costs that the company incurs in producing and delivering

customer services has received far less attention, and the research results vary

significantly across sectors. In fact, there seems to be little guidance for linking

company costs to the key elements involved in providing customer satisfaction in

services, thereby diminishing the ability of a company to manage its activities

accordingly. In this paper, we propose and test a framework to analyse and manage the

relationship between company costs and customer satisfaction in service industries.

Based on a case study from the tourism industry, we show how service components

can be used as a key medium to link customer satisfaction to the cost of service

production and delivery. In doing so, we provide guidance for identifying specific
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sources of customer satisfaction and assessing their cost, thereby extending to service

industries previous research on strategic cost management.
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Notes

1. The same logic does not apply to traditional cost accounting systems, which are

based upon cost centres.

2. The identification of activities and processes began with an analysis of the work

carried out, making use of individual and group interviews, activity diagrams, analysis

of previous experiences, questionnaires and sampling.

3. All other expenses (e.g. passive rents, electricity), not directly attributable had been

allocated to the different activities on the basis of percentage of allocation of the

person's time.

4. Hints on opening hours have been derived from surveys in which satisfaction was

evaluated with reference to the attributes underlying components.

Related research 

Recommended articles Cited by 

24

People also read

About Cookies On This Site

We and our partners use cookies to enhance your website

experience, learn how our site is used, offer personalised

features, measure the effectiveness of our services, and

tailor content and ads to your interests while you navigate

on the web or interact with us across devices. You can

choose to accept all of these cookies or only essential

cookies. To learn more or manage your preferences, click

“Settings”. For further information about the data we collect

from you, please see our Privacy Policy

Accept All

Essential Only

Settings

https://www.addtoany.com/share
https://www.informa.com/privacy-policy/


Information for

Authors

R&D professionals

Editors

Librarians

Societies

Open access

Overview

Open journals

Open Select

Dove Medical Press

F1000Research

Opportunities

Reprints and e-prints

Advertising solutions

Accelerated publication

Corporate access solutions

Help and information

Help and contact

Newsroom

All journals

Books

 Sign me up

 

 

Keep up to date

Register to receive personalised research and resources

by email

Copyright © 2024 Informa UK Limited Privacy policy Cookies Terms & conditions

Accessibility

Registered in England & Wales No. 3099067 

5 Howick Place | London | SW1P 1WG

About Cookies On This Site

We and our partners use cookies to enhance your website

experience, learn how our site is used, offer personalised

features, measure the effectiveness of our services, and

tailor content and ads to your interests while you navigate

on the web or interact with us across devices. You can

choose to accept all of these cookies or only essential

cookies. To learn more or manage your preferences, click

“Settings”. For further information about the data we collect

from you, please see our Privacy Policy

Accept All

Essential Only

Settings

https://authorservices.taylorandfrancis.com/
https://taylorandfrancis.com/who-we-serve/industry-government/business/
https://editorresources.taylorandfrancis.com/
https://www.tandfonline.com/page/librarians
https://www.tandfonline.com/societies
https://www.tandfonline.com/openaccess
https://www.tandfonline.com/openaccess/openjournals
https://www.tandfonline.com/openaccess/openselect
https://www.tandfonline.com/openaccess/dove
https://www.tandfonline.com/openaccess/f1000
https://taylorandfrancis.com/who-we-serve/industry-government/marketing/
https://taylorandfrancis.com/partnership/commercial/advertising-solutions/
https://taylorandfrancis.com/partnership/commercial/accelerated-publication/
https://taylorandfrancis.com/who-we-serve/industry-government/business/purchasing-options/
https://help.tandfonline.com/
https://newsroom.taylorandfrancisgroup.com/
https://www.tandfonline.com/journals?&pageSize=3000
https://www.routledge.com/?utm_source=website&utm_medium=banner&utm_campaign=B004808_em1_10p_5ec_d713_footeradspot
https://taylorandfrancis.formstack.com/forms/tfoguest_signup
http://facebook.com/TaylorandFrancisGroup
https://twitter.com/tandfonline
http://linkedin.com/company/taylor-&-francis-group
https://www.youtube.com/user/TaylorandFrancis
http://www.weibo.com/tandfchina
https://www.informa.com/
https://informa.com/privacy-policy/
https://www.tandfonline.com/cookies
https://www.tandfonline.com/terms-and-conditions
https://www.tandfonline.com/accessibility
http://taylorandfrancis.com/
https://www.informa.com/privacy-policy/

