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1 - service productivity

2 - operational productivity
3 -utilization

4 - efficiency

5 - effective capacity

6 - design capacity

7 - planned losse

8 - effective capacity

9 - Total factor productivity
10 - partial productivity

11 - intangible

12 -heterogeneity

13- service productivity

14 -Martin & Horne

15 - operational productivity
16 - customer productivity
17 - faster flow

18 - bottlenecks

19 - Schmenner & Swink
20 - task simplification

21 - task simplification

22 - porters

23 - wait staff

24 - chefs

25 - service profit chain

26 - cycle of failure

27 - Heskett

28 - cycle of capability

29 - R&D

30 - Gummesson
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