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This important new work provides a comprehensive discussion of the customer
satisfaction evaluation problem by presenting an overview of the existing method-
ologies as well as the development and implementation of an original multicrite-
ria method dubbed MUSA (MUlticriteria Satisfaction Analysis). The chief objective
of MUSA is the development of a model able to evaluate the level of customer sat-
isfaction both globally and partially for each of the characteristics or attributes of
the product or service being considered. Furthermore, the method aims at pro-
viding an integrated set of results capable of analyzing customer needs and expec-
tations and to justify their satisfaction level. And finally, the book examines the
development of a decision support tool to help understand and apply results.

Individual chapters consider the customer satisfaction problem, presenting the var-
ious quantitative and related consumer behavioral models; quality-based ap-
proaches; the MUSA method and its extensions and advanced topics; customer
satisfaction surveys and barometers; applications of the MUSA method in real-
world customer satisfaction surveys; and different information technology ap-
proaches related to customer satisfaction.

Customer Satisfaction Evaluation: Methods for Measuring and Implementing Service
Quality is intended for researchers and practitioners in marketing, quality man-
agement, service management, and anyone interested in applications of Multicri-
teria Decision Analysis (MCDA).
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