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3ol Aoyl 52 leenall Jarca slad canall (pas cduSlaall 4y syl
AL Bagall 3yly) dlae 308 o rang oda 88 Ay aaddll agilalddia) (¢ tiay ()

D lazall 13 e palaill Blaglly @kl et 3yl

() Valarie A. Zeithaml , A. Parasuramaan and Leonard L. Berry, Delivering Quality
Service :Balancing Customer Perceptions and Expectations , (New York : The Free
Press, 1990), P.20-23.

@ Richard M. Hodgetts. Blueprints for Continuous Improvemen Lessons from the
Baldridge Winners, (New York : American Management association , 1993) , P.56 —
57.
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(1) Wolfgang Kresse, Kian Fadaie: ISO standards for geographic information,

Springer, 2004, P.122
@ David L .Goetsch, Stanley Davis :Understanding and implementing ISO 9000 and
ISO standards, Prentice Hall, 1998 <P.109 .
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