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Price Increase
Unfair Pricing
Deceptive Pricing

Inconvenience:
Location/Hours
Wait for Appointment
Wait for Service

Core Service Failure:
NN ELES
Billing Errors

Service Catastrophe

Service Encounter Failures:

Uncaring Se I'ViCG

Impolite

Unresponsive H 1
Unknowledgeable SWItCh I ng

Response to Service Failure: B e h aV| or

Negative Response
No Response
Reluctant Response

Competition:
Found Better Service

Hard Sell
Unsafe
Conflict of Interest

Involuntary Switching:
Customer Moved
Provider Closed
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