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“Trigger”

Post-Merger
Integration Actions

*  Operational
Consolidation

* Operational
Standardization

* Salesforce and
Customer Service
Integration

* IT Integration

*  Organisational
Restructuring

*  Marketing Integration

»  Corporate
Communication
Campaign

+

Unstable Post-merger
Environment

Key Customer
Relationship
Antecedents Impacted
*  Service performance
*  Customer Orientation

*  Account Management

Quality

*  Employee Satisfaction

and Turnover
+  Complaint Handling
+ Flexibility

*  Product and Service

Breadth

Competitive Intensity

Changes in Overall
Customer-Supplier
Relationship
Quality
and
Purchase Intention
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