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Repair Time/  
Satisfaction  
Link

Fix right the 
first time

Don't know when 
repair completed

No direct contact 
with repair staff 

Inconvenient  
repair time 

Commitment  
time irrelevant 

No priority 
order for repairs 

Paying for  
repair adds 
urgency 

No feedback to  
customer

Fix by  
next day

Problem 
Report

Repair  
Experience

Waiting for   
Repair

Finishing 
Touches �
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Improved  
Satisfaction  
with  
Repair Time 

Response  
to Report 

Repair  
Follow-Up 

Repair  
Performance 

Request 
Processing

Unconditional 
Warranty

Technical 
Skills

Social  
Skills

Database  
Accessibility 

Preliminary 
Testing 

Notification  
of Completion 

Itemization 
of Bill 

Single Point  
of Contact

Instant 
Contact with  
Repairers 

Better  
Time Estimates
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