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Vulnerable
(client will look for better 

providers)

Loyal
(…but client could be tempted 

to leave)

Unconditional Raving Fan!
(a client for life)
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Will Move
(client will change asap)
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(client will do anything to 
ensure you never work 

again!)

Will Move
(client will change asap)
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(client will look for better 

providers)

You Fail You Succeed You Exceed

Effects of how you provide client service

What you do
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