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e Hall, R.W., “Queueing Methods for Services and Manufacg", Prentice-Hall, 1991.
e Fitzsimmons J.A. and M.J., "Service Management: Operatiotrat&yy, and Information Technology”,
McGraw Hill, 4th Edition, 2004 (or previous edit@nwhich are also OK).
* (Lovelock. C.G., “Managing Services: Marketing, @gte®ns and Human Resources", Prentice-Hall, 1992.)
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