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Customer attitudes of stayers and defectors in B2B services

Are they really different?
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3. Methodology

3.1. Resear ch context and sample

The study was conducted in B2B services, more specifically facility management services in the US. The
facility management services industry is made up of 6 very large firms that control 50—-60% of the market
share in the industry with the remainder of the market share controlled by around 60 smaller service
providers. These large firms manufacture and sell their own heating, ventilation, air conditioning, and
security systems, and offer on-going service and maintenance contracts for this equipment. In addition, due
to the very large capital investment, the firms in the industry compete for each others' on-going service
contracts irrespective of the original brand of the equipment. For the purpose of the study, data was
collected from customers of a business unit of one of the six large firms, a Fortune 100 firm based in the
US that provided B2B services. This business unit had approximately 30,000 service contracts at any given
time generated about three billion dollars annually (approximately 65% of company total). The annual
service contracts in this business unit typically ranged between $10,000 and $100,000, so the relationship

between supplier and customer was substantial. Every customer had an annual service contract for each
facility being maintained. Hence, some individuals were responsible for multiple contracts. All customers
who had a contract expiring exactly six months in the future went into the sample frame each month.
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