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1. K. Douglas Hoffman / John E.G. Bateson, Essentials of Services
Marketing - The Dryden Press, 1997.

2. Christopher H. Lovelock, Services Marketing - Prentice Hall
International Editions, 1996.

3. Naresh K. Malhotra, Marketing Research, An Applied Orientation,
Second Edition - Prentice Hall International Editions, 1996.

4. David A. Aaker /V. Kumar / Georges S. Day, Marketing Research,
Fifth Editions - John Wiley & Son, 1995.

5. Philip Kotler, Marketing Management, Analysis, Planning,
Implementation, and Control, Eight Edition - Prentice Hall
International Editions, 1994.

6. Warren J. Keegan, Sandra E. Moriarty, Thomas R. Duncan,
Marketing, Second Edition - Prentice Hall, 1995.

7. Philip Kotler, Swee Hoon Ang, Siew Meng Leong, Chin Tiong Tan,
Marketing Management-Prentice Hall, 1996.

8. The Drucker Foundation ,The Leader of The Future - Jossey Bass,
1996.

9. F.E.Webster Jr, Market-Driven Management - John Wiley & Sons,
1994.

|0.Zeithaml, Parasuraman and Berry, Delivering Quality Service -

FreePress, 1990.
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H.Michael Treacy and Fred Wiersema, The Discipline of Market

Leaders - Gramedia, 1996.
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