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4. Bitner et al., 1990
5. Citicorp
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1. Davenport and Linder, 1993
2. Computerworld
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3. Complementary Investments
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1. Sebastian paffrath et al, 1999
2. Event-oriented methods
3. Attribute-oriented methods
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1. Data Warehouse
2. Data Minin
3. Text Mining
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et al. 2000
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2. Berger et al, 2002
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4. Bitner, Brown, and Meuter, 2000

5. Jayachandran et al., 2005; Reinartz, Krafft,
and Hoyer, 2004; Romano and Fjermestad,
2003; Srinivasan and Moorman,2005
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7. Malaysian Customer Satisfaction Index
(MCSI)

8. Swiss Index of Customer Satisfaction
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