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Abstract

Customer expectation is what the customer expect from a product or service. Customer
expectation can be measured via surveys and market research among potential customers
Customer perception is not static. it is dynamic. So customer perception is about the present
mindset of a customer. Both customer expectations and customer perceptions are highly
important in delivering a superior offering to the customer and to making them satisfied. The
variable in confirmation of the customer satisfaction are expectation and performance. The goal
of customer satisfaction can be accomplished by narrowing the gap between customer
perceptions and customer expectations.
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