gZ%Ziedings Emerging Perspectives
on Services Marketing

Edited by: Leonard L. Berry
Texas A&M University

G. Lynn Shostack
Bankers Trust Company

Gregory D. Upah
Young and Rubicam

2 N
TECHNISCHE HOC!ISCHULE DARMSTADT
Fachbereien 1
Gesamtiibliothek
Beiriebswirtschaftstiehre

invento:-tr, - Ao 0 X

pbsteni-iir. : AZE[ADTE
Saahgebiete: £
002572420

®

AMERICAN
MARKETING
ASOCIATION

250 South Wacker Drive  Chicago, lllinois 60606 (312) 648-0636



TABLE OF CONTENTS

PREFACE . .uiierrienenacooessosoossononnsssnsssonsas
LIST OF ATTENDEES +eccuseeeasoansessanssonsssosanoss
LIST OF REVIEWERS .eutivetenrrsirontosnssaronsssons
PAPERS/PRESENTATIONS

OPENING PRESENTATION

Services Marketing in Europe

And the USA..............
Eric Langeard

INNOVATION IN SERVICES MARKETING

Innovative Marketing Strategles And

Organization Structures For Service

FIrms ceeoesesesasesnsossansonsans ereseee e
Christian Gronroos

Innovations In Service Marketing «seeveeeenens
Thomas M. Bloch

Relationship Marketing «eovueeviiorenannsens
Leonard M. Berry

THE EXPORTING OF SERVICES cveivenvsrsssonssaes

The Exporting Of Services: An Overview

And Presentation Of A Case Approach ........
Leif Edvinsson
Torgny Nandorf

CONSUMER LVALUATION PROCESSES

Differential Perceptions Of Suppliers

And Clients Of Industrial Services .........
A. Parasuraman
Valarie A. Zeithaml

Developing Images For Services Through .
Mean-End Chain Analysis ..evceviiinieniennens
Jonathan Gutman S
Thomas J. Reynolds N
The Dramaturgy of Service Exchange:
An Analytical Framework For Services
Marketing...osivveersionrirenenesrocarnnsosnns
Stephen J. Grove
Raymond P. Fisk

29

35

40

45

CONSUMER SATISFACTION

The Self-Service Customer - Empirical
Findings.ceorveevnoeiinnnrsetnnssonsesseensees 50
John E. G. Bateson

Consumerism In The Service Sector ........... 54
Ronald Stiff
Julie Pollack

Script-Based Evaluations Of Satisfaction

With Services veovereeerercenoorccssosenarsesss 59
Ruth A. Swmith
Michael J. Houston

Consumer Research In The Service
SECLOr sevvennronnasanas
Alan R. Andreasen

P

PERSONAL SELLING IN SERVICES INDUSTRIES

Personal Selling Of Services +ieeeviveveaeae. 65
William R. George
J. Patrick Kelly
Claudia E. Marshall

ISSUES IN NEW SERVICE DEVELOPMENT

Strategic Management Of Service

DevelOopment +«cesvrrcvesressctinsarsonensanas b8
Eric Langeard
Pierre Eiglier

New Service Development: The Cable TV
CoNNECtion sovreesensnonssisevesnsennossanees 713
Richard K. Robinson

Theoretical Foundations for Services

Marketing Strategy «cveeveencerveconsennonans 77
Donald F. Dixon
Michael F. Smith

GENERAL SESSION PAPERS
Strategic Marketing - Re-Directing A Service
Marketing Company «eeeveeoevrocsnaronaensaess 82
Archie McGill

Why Advertising A Service Is Different ...... 86
Sidney H. Firestone



GENERAL SESSION PAPERS (cont'd)

Developing And Implementing A

Quality Strategy For a Service

Business: A Case Study ..-vveveecccncnseess 90
Frank Rothman

«+ Technoservices And Directions For The
American Marketing Association In
Services Marketing .coeeececececernocsnssees 94
Eugene J. Kelley

SERVICE QUALITY

The Marketing Aspects Of Service

Quality cevevernrieecasanessssssaassocnnsses 99
Robert C. Lewis
Bernard H. Booms

RESEARCH PRIORITIES IN SERVICES MARKETING

Impression Management In Services
Marketing ccevveesssssaevorcervsnsensseseses 105
Gregory D. Upah

Seven Key Areas Of Research According

To The Nordic School of Service

Marketing eceeocecscosescessesaceasssacassss 108
Christian Gronroos

Research Priorities in Services
Marketing: Remember the Little Guy ........ 111
Barry Blackman

Think Before You Leap In
Services Marketing «.v.vvvivieniinearannnes 115
Christopher H. Lovelock

IMPLEMENTING SERVICES MARKETING

4( Introducing Marketing Into Service
Organizations: A Case Study «.vceceeeeneess 120
Neil M. Ford
Ruth J. Dumesic ,
Marketing In Higher Education:
Enabling ConsStructs e.coeseesscssscascenvass 125
Linda M. Delene

Concepts And Strategies For Dental
Services Marketing ..ceeeeeesecanvnneneceass 129

Peter M. Sanchez

vi

SERVICE DESIGN
Marketing Through Facilities Design ......... 134
Hank Sherowski
Modeling Services Processes «esesseesesavesss 137
Richard B. Chase
OVERVIEW OF CONFERENCE

Emerging Themes And Directions For
Services Marketing .eeeceveiiererecnansnsnnses 139

Gregory D. Upah
Leonard L. Berry
G. Lynn Shostack

APPENDIX

Selected Services Marketing Bibliography .... 142
William R. George



