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1. customer relationship managementl CRM 59. atmosphere

2. satisfaction-profit chain 60. physical surroundings

3. customer insight 61. décor and artifacts

4. Swedish customer satisfaction barometer (SCSB) 62. interior design

5. American customer satisfaction index (ACSI) 63. spatial layout

6. European customer satisfaction index (ECST) 64. ambient condition

7. European organization for quality (EOQ) 65. distribution channel

8. European foundation for quality management (EFQM) 66. usefulness

9. European academic network 67. ease of use

10. brand equity 68. information search theory

11. brand image or corporate image 69. navigation structure

12. brand awareness 70. information content

13. mere recognition 71. graphic style

14. dominance recognition 72. construct validity

15. brand association 73. convergent validity

16. perceived quality 74. discriminant validity

17. brand loyalty 75. multivariate regression

18. product quality

19. perceived value

20. product characteristics
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