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3 Customer

4 _ Buropean Foundation for Quality Management(EFQM)
5 _ Service Quality

6 _ Customer Satisfaction

’_ Customer Loyalty
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12_ Tsu & Wilton
B_ Norm of Performance
"“_Delighting Customer
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18 _ Delight

° : Leadership & Constancy of Purpose

: Inspirational

: Visionary

: Management by Processes & Facts

: People Development & Involvement

: Continuous Learning. Improvement and Innovation
: Partnership Development

: Customer Focus
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