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Relations on Market Orientation, Service Quality, Customer Satisfaction and Customer
Loyalty in Hotel Restaurant
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i Abstract

This paper is investigate the relations on the market orientation, service quality, customer
satisfaction and customer loyalty in hotel restaurant.

The research findings support that there are significant factors of market orientation between
customer satisfaction and customer loyalty in hotel restaurant. That is, if hotel restaurant
employees perceive a hotel restaurant to have high market orientation, they will have greater
service quality. The greater the customer satisfaction of the hotel restaurant employees, the
greater customer loyalty. It implies that hotel restaurant should have a great interest in internal
marketing.
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