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This is a special issue of QMRIJ whichreflects important aspects of
research andbusiness. This special issue has been guestedited from
IBM by Professor Merlin Stoneand Julie Abbott. Far reaching advances
incommunications and information technologymean that interaction
between companies andtheir customers - whether face-to-face,
overthe counter, on the telephone or via thelnternet, are becoming
more frequent, intenseand data-rich.



