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(a)   “Claude W. Burrill. (1999) Achieving quality through continual 

improvement. John Wiley.”, “Thomas S. Foster (2004) Managing quality: an integrative 
approach. Pearson Prentice Hall.” 

(b)  “David A. Collier. (1994) The service/quality solution: using 

service management to gain competitive advantage. ASOC Quality Press.” 
(c)  “Bill Dodds. (2003) Managing customer value: essentials of 

product quality, customer service and price decision. University Press of America.” 
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