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1. Industrial Age Competition� 

2. Information Age Competition� 

3. Operating Profits� 

4. Return-On-Capital-Employed� 

5. Intangible Assets� 
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2. McGregor 

3. Roethlistberger 

4. Reichheld 

5. Sasser 

6. Fornell 
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1. Zeithmal 

2. Rust 

3. Zahorik 

��4. Banker & Mashruwala, 2007 
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