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Focusing on Your Customer: Expert Solutions Caildaly
to Everyday Challenges, 2010
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1. Baker Foundation Professer Emeritus
2. The Service- Profit Chain

3. Service Breakthroughs

4. Changing the Rules of the Game

5. Service Success

6. Limited Brands
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1. Retention

2.Related Sales
3. Referrals
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1. Product

2. Price

3. Promotional Activity
4. Place
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