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3.1.  Collection of relevant information

With  the use of GIM (GRAI Integrated Meth-
odology), all the customer order #ow activities were
identi"ed. Based on the results of the above meth-
odology, we generated a questionnaire form which
was suitable for both companies. Questionnaires
were given to employees, they were "lled with data
and then were returned. It was understandable that
some of the necessary information was not avail-
able in the databases of the companies in the past,
so estimations had to be taken into account. As
a result, a "ne-balance should be found between the
"lled pre-formatted questionnaires and some face-
to-face personal interviews with key employees of
the pilot users. Wherever possible, estimations were
cross-checked to minimize errors. Con#icting data
were not used at all.
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