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2. Literature review and formulation of hypotheses
2.1. The role of brand in services

As explained above, in the information economics
perspective, the brand constitutes a strategic, long-term
asset for the retail firm, which may be called upon to help
with customer relationship issues like customer retention
and customer beneficial behaviors (e.g., recommendations).
Within the scope of our research we include long-term,
formalized service relationships that are entered into by
customers, as exemplified by those with retail banking and
telecommunications. Such relationships tend to last years
(though less often today than in the past), but are
interestingly characterized by relatively low interaction
levels between firm and customer.
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