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Profitability, Customer Retention Rate and Loyalty Program in Services Companies
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This study has two findings. First, the profitability of financial services
can be more strongly affected by customer retention (which leads to loyalty) than in other
services. Second, the profitability of professional sports services can be negatively affected by
price promotions with discounts. The price promotion has a strong negative impact on customer
satisfaction. And the dissatisfaction affects profitability.
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