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This thesis explores relationships between constructs of customer satisfaction and customer 
satisfaction measurements. Previous literature has identified the need to extend existing 
frameworks measuring customer satisfaction to include sustainability indicators. Perceived 
sustainability is used in the thesis as a measure of the extent to which an organisation is per-
ceived to handle economic, social, and environmental concerns, or a subset of these factors, in 
its overall strategy and interactions with its customers. Extending customer satisfaction models 
with constructs of sustainability is an important step to include the customer in organisational 
sustainability efforts. The proposed models build on the EPSI rating framework and may be 
used by organisations to benchmark and prioritise sustainability efforts.

Love Westin is an industrial PH.D. student in Innovation and Design at the School of Innovation, 
Design and Engineering at Mälardalen University. Love combines his PH.D. studies with working 
at the market research agency of EPSI Rating focusing on customer satisfaction measurements.
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