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OO0001%00000reviewd OO0 OO0OOOO The
following appeared in an Avia Airlines departmental memorandum:
“ On average, 9 out of every 1,000 passengers who traveled on Avia
Airlines last year filed a complaint about our baggage-handling
procedures. This means that although some 1 percent of our
passengers were unhappy with those procedures, the overwhelming
majority were quite satisfied with them. thus it would appear that a
review of the procedures is not important to our goal of maintaining
or increasing the number of Avia’ s passengers.” 1401 Frozen
food processingl] [ O OO O The following appeared as part of an
annual report sent to stockholders by Olympic Foods, a processor of



frozen foods: “ Over time, the costs of processing go down because
as organizations learn how to do things better, they become more
efficient. In color film processing, for example, the cost of a
3-by-5-inch print fell from 50 cents for five-day service in 1970 to 20
cents for one-day service in 1984. The same principle applies to the
processing of food. And since Olympic Foods will soon celebrate its
25th birthday, we can expect that our long experience will enable us
to minimize costs and thus maximize profits.” 0O 0O U O [
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