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1. ServQual. 
2. LibQual. 
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1. Customer Relationship Management (CRM). 
2. Loyalty. 
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1. Manipulative. 
2. Supply Chain. 
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1. Logistics Network. 
2. http://en.wikipedia.org/wiki/Supply_chain. 
3. Outsourcing. 
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1. Business Process Re-engineering. 
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1. Word of Mouth Communications. 
2. Coequal. 
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1. Tolerance Zone. 
2. Prompt & Subjective experience. 
3. Core expectations. 
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1. Expected Experiences. 
2. Business Strategy. 
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1. Information Management Technique.  
2. Business Intelligent. 
3. Strategic Management Theories. 
4. Pareto Rules. 
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1. Brainstorming.  
2. Enabler. 
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1. Focus Groups. 
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1. Spreadsheet. 
2. Back-Office. 
3. Front-Office. 
4. Personalization. 
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1. Touch Points. 
2. Transaction Processing System. 
3. Customer Contact Centers. 
4. Customer Knowledge Management. 
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