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ABSTRACT

external knowledge. This paper aims to describe the empirical contributions already made to the role of  absorptive capacity in 
eco-innovation processes. For this purpose, a systematic review of  the literature were carried out in the Web of  Science and 
Scopus databases, which nine articles were obtained. The empirical results indicate that the absorptive capacity is positively 
related to eco-innovation, and that the articles have a mostrly quantitative approach, using secondary data and economic 

terms of  internal R&D spending. The articles also stress that the eco-innovation is a long-term process and that the regulatory 
role of  public policies is mandatory.
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ABSTRACT
The importance of  the retail industry for the Portuguese economy coupled with the criticality of  the retailing market for its 
growth and the relationship between service quality and effectiveness of  business deliver the motivation for this study. The 
aims of  this research focus on the intend to develop a methodology for assessing the impact of  service quality in hypermerkats 

indirectly contributes to customer satisfaction and (2) this impacts directly on the intent to return and recommend services and 
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