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Abstract

The purposes of this research were: 1) to study the influencing of customer experience
management and customer relationship management for service quality perception 2) to study the
influencing of service quality perception for customer satisfaction and customer loyalty and 3) to
study the influencing of customer satisfaction for customer loyalty. The results found that 1) The
customer experience management and customer relationship management were influenced to
service quality perception. 2) The service quality perception from customers was influenced to
customer satisfaction and customer loyalty and 3) the customer satisfaction was influenced to

customer loyalty.
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