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a plant operations team at Midwestern University explained that his team sought input 

from its customers in the interest of improving custodial services: 

I think the number one thing is our relationship with our customers.  That has 

improved greatly. . . . We’ve actually sat down with them and discussed how we 

do things, and asked them for their input as to how we could do it better, as well 

as given them our suggestions for how we feel we could improve our service. 
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If these communicative dimensions of TQM can be agreed to yield benefits to 

the customers, they also provide solutions to problems faced by the supplying 

organizations as well. "�2 ���
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