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%54 Adapted and repeinted by permission of J. L. Heskett, W, E. Sasser, and L. A, Schlesinger, The Service Profit Chain (New York: The Free Press, 1997), p. 9.
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2} 91: Adspted from James A, Fitzsimmons, “Strategic Role of Information in Services,” in Rakesh V. Sarin (ed.), Perspectives in
Operations Management: Essays in Honor of Elwood S, Buffa, Norwell, Mass: Kluwer Academic Publisher, 1993, p. 103.
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2}52.9): Reprinted from “Operations’ Role in Service Firm Competitiveness,” by R. B. Chase and R. H. Hayes, Sloan Management Review 33, no. 1
(Fall 1991), p. 17 by permission of publisher. Copyright 1991 by the Sloan Management Review Association. All rights reserved.



