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Fig 2 – The Stages of Customer Engagement  
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“My brand, I can’t live without this”

“I feel I matter, I feel I belong”

“This is good, they know what they are doing”

“This is OK and it’s convenient at least”

“Nothing special and I’m not important”

“I didn’t like that”
(single instance)

“I’m not happy with this”
(more than 1 time)

“I hate this and I want to leave”
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