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* THE MOMENT OF TRUTH, JAN CARLZON, PRESIDENT OF SCANDINAVIAN
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* THE SERVICE ERA, LEADERSHIP IN A GLOBAL ENVIRONMENT.
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1- SERVISE STRATEGY, MANAGER NOTE BOOK, AMERICAN
PRODUCTIVITY CENTER, VOLUM (4), NO (1), INFO LINE TRAIN-
ING FOR CUSTOMER SERVICES

2- 1001 WAYS TO REWARD EMPLOYEES, BOB NELSON, FOR-
WARDED BY KEN BLANCHARD, CO AUTHER OF THE ONE
MINUTE MANAGER, WORKMAN PUBLISHING . NEW YORK
1994.

3- A COMPLAINT IS A GIFT

USING CUSTOMER FEED BACK AS A STRATEGIC TOOL
JANELLE BARLOW & CLAUS MOLLER, FORWARDED BY SIR
COLIN MARSHAL, BRITISH AIRWAYS, BERRETT-KOEHLER
PUBLISHER. SAN FRANCISCO 1996.

4- SERVICE QUALITY FORUM, THE PERFOMANCE MANAGE-
MENT COMPANY, SCOTT J. SIMMERMAN , PHD MANAGING
PARTNER, GREENVILL, SOUTH CAROLINA.

5- 360 FEEDBACK, STRATEGIES , TACTICS , AND TECHNIQUES
FOR, DEVELOPING LEADERS, BY JOHN E. JONES , PHD, WIL-
LIAM L. BEARLEY, ED.D. HRD PRESS & LAKEWOOD PUBLICA-
TIONS 1996.

6- THE MOMENT OF TRUTH, JAN CARLZON , PRESIDENT OF
SCANDINAVIAN AIRLINES, FORWARDED BY TOM BETER.
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7- GIVING COMPANIES THE COMPETITIVE EDGE, BY ERIC R.
BLUME, TRAINING & DEVELOPMENT JOURNAL, SEPTEMBER,
1988. SABIC CHAIR IN BEST PRACTICE MANAGEMENT.

&- PROFESSOR MOAMED ZAHIRI LECTURE BY UNIVERSITY
OF BRADFORD. UK, SAUDI ARABIAN AIRLINES GENERAL
SALES AGENCIES, CONFERENCE , ABHA 1998

9- ASPECT OF IMPLEMENTING TQM, BY HUSAM SHA, ATH
BSC, MBA, CENG MIMECHE MRAES 1993.

10- JOB ANALYSIS METHODS AND APPLICATION ERNEST J Mc
CORMICK AMACOM A DIVISION OF AMERICAN MANAGA-
MENT ASSOCIATION.

11-THE CUSTOMER DRIVEN COMPANY MOVING FROM TALK
TO ACTION RICHARD C. WHITELEY THE FOROM CORPORA-
TION.

12- INTODUCTION TO THE THEORY OF THE MORRISBY DIFFE-
RENTIAL TEST BATTART EDUCATIONAL AND IDUSTRIAL
TEST SERVICES LTD HEMEL HEMPSTEAD ENGLAND 1990

13- TURNED ON EIGHT VITAL INSIGHTS TO ENERIGIZE YOUR
PEOPLE, CUSTOMER, AND PROFITS. ROGER DOW & SUSAN
COOK FOREWORD BY TOM PETERS HARPERBUSINESS, A DIVI-
SION OF GARPER COLLINS PUPLISHERS 1996

14- THE SERVICE ERA LEADERSHIP IN A GLOBAL INVIRON-
MENT BY FRANCO D'EGIDIO GLOBAL SERVICE MANAGE-
MENT (GSM) FRANCO ANGELI LIBRARY, MILAN,ITALY 1989
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15 - THE LEADERSHIP CHALLENGE HOW TO GET EXTRAORDI-
NARY THINGS DONE IN ORGANIZATIONS JAMES M. KOUZES ,
BARRY Z. POSNER JOSSY - BASS PUBLISHERS , SAN FRAN-
CISC. LONDON 1988

16- DDI DEVELOPMENT DIMENSIONS INTERNATIONAL PITS-
BURGH, USA

SPECIAL WRITTEN PERMISSION TO WRITE ABOUT TARGETED
SELECTION INTERVIEW AND ASSESSMENT CENTER PROCESS.
1997.

1'7- THE CUSTONER DRVEN COMPANY MOVING FROM TALLK
TO ACTION BY RICHARD C. WHITELEY THE FORUME CORPO-
RATION ADDISON WESLEY PUBLISHING COMPANY, INC. 1991.
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