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1. Total Quality Management.
2. Efficiency.
3. Effectiveness.
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David A. Garrin,"Managing Quality": The Strategic and Competitive Edge (New York, Free
Press, 1988);W.H. Davidow and B.Uttal, "Total Customer Service" (New York, Harper &
Row, 1989).
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7. Bartlett and Ghoshal.
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10. Kimberly.
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12. Nissan.
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Jornal of Business Strategy, Vol.5 (1985) pp.10-19.
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Productivity Review (Autumn, 1992) pp. 501-515.
17. Schermerhorn, Hunt, Osborn, Organizatinal Behavior(New York, Johw Wiley & Sons Inc,
1996) p. 289.
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