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Getting Customer Loyalty by Clicks and Mortar
— The Case of Tsutaya Online —

Abstract:
Temporary enthusiasm for net business has
passed by. But, many existing companies are
trying to get substantial benefit from net
business technologies into their own business.
One of the important keywords is Clicks
and Mortar (Bricks and Clicks). There is a
company, named Tsutaya Online, which has
made great advance in promoting their
customer loyalty by applying Clicks and
Mortar to their business.

This paper is to clarify key success factors
of Clicks and Mortar by analyzing the case of
Tsutaya Online.
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