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+
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Positive Negative
Experience Experience
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or request fall within the client’s or request fall within the client’s
perception of the service’s perception of the service’s
“duty”? “duty”?

Does the client perceive Client likely to say

Client likely to say Client more likely to say . . >
the service as “culpable™? "Satisfied”

"Satisfied” "Very Satisfied”

Client likely to say Client likely to say
"Dissatisfied” "Satisfied”
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