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1- Donald F.Blumberg, Managing High-Tech Services Using a CRM Strategy,

2003.

2- Dr. Ravi Kalakota, Moving from ECommerce to E_business|,e business 2.0, ,
www.im.cj u.edu.tw/~shulc/cour ses/eb/chpo3-kr.ppt

3- Hans Kasper,Piet van Helsdingen and Wouter de Vries Service marketing Management,
An International Perspective, , Wiley 2000.

4- Susan M. Mudambi Rosalie Ocker, Evaluating CRM Investments: V oices of Managers on
CRM Objectives and Metrics,

July 31, 2003.

5- Craig Bailey, President &

Founder of Customer Centricity,Inc. Avoiding CRM s Common pitfalls,2003,
www.customercentricity.biz/PDFs/avoiding_common_crm_pitfalls.pdf

6- Defining Objectives for a successful CRM Strategy,
http://www.ciol.com/contents/search/showarticlel.asp

7- CRM strategy, http://www.cognizant.com/services/crm/crm-start.htm

8- Dr Moez Limayem, City University of Hong Kong, June 2003,Customer

Relationship Management Seminar, Iran Telecom Research center;
http://www.ies.luth.se/mf/research _eng.htm

http://www.ies.luth.se/mf/pdf/phd_crm.pdf

http://www.crito.uci.edu/publications/pdf/crm. pdf
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