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KURSPLAN FOR FORSKARUTBILDNINGSKURS
Kurskod: IEMOOSF

Kursnamn: Services Marketing / Services Marketing

Poiang: 7,5hp

Institution: Industriell ekonomi och samhdllsvetenskap
Examinator: Professor Esmail Salehi-Sangari

Kurstid: 2009, w16 — w27

Forkunskapskrav: -

Syfte/Mal: At the end of this course, students will:

e understand the characteristics of services (intangibility, simultaneity, heterogeneity and perishability)
and what these mean for marketing strategy

® Be able to formulate a strategy for measuring and managing service quality, and understanding the
internal barriers to this

o Grasp the fundamentals of internal marketing

e Understand the basics of designing service offerings, as well as pricing these offerings Understand the
experience economy, and the staging customer experiences

e Be able to put together the framework of a potential publishable paper on an aspect of services
marketing

Innehall: Whether the marketing of services is different to or pretty much the same as products has been an
ongoing debate. There are those who maintain that because services possess certain characteristics that products
do not, service marketing is different and more difficult. Others argue that essentially, customers do not
purchase products or services, but seek to solve their problems and satisfy their needs and wants, so that the
debate is meaningless to marketers. This course sits on the fence by taking the view that both arguments offer
valuable insights, and that we have much to learn to strategic marketing advantage by understanding both
perspectives. It also takes the understanding of services further by considering that the new economic genre is
that of experiences, and explores some aspects of the marketing of experiences.

Examination: A longer paper, either written individually or in small groups, targeted at a scholarly journal
or a conference, (worth 100%) which will have a submission date to be agreed upon and discussed in our first
class.
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Litteratur:

Prescribed Text: There is no prescribed text; interested students are referred to Christopher H. Lovelock, and
Jochen Wirtz, (2007) Services Marketing, 6/E, Publisher: Prentice Hall

Cases: There are also Harvard Business School case studies that will be analyzed in class.

Readings: There is a reading or two to accompany each class — these have been chosen as classics, and can be
studied for fun and profit. Then there is an additional detailed list of readings that students may wish to
consult, attached

Avgift: will be announced later

Ansokan till: with e-mail to Esmail. Salehi-Sangari(@ltu.se

Ansokan senast: 09-03-09

Kontaktperson: Esmail Salehi-Sangari
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Attachment — suggested reading list

Anderson, E., Fornell C. and Lehmann, D.R. (1994). Customer Satisfaction, Market Share, and
Profitability. Journal of Marketing. 58, July, 53-66.

Babakus E., Boller G.W., (1992), “An Empirical Assessment of the SERVQUAL Scale”,
Journal of Business Research, 24, 3, (May), 253-268.

Babakus, Emin and W. Glynn Mangold. 1989 “Adapting the SERVQUAL Scale to Health
Care Environment: An Empirical Assessment.” In Enhancing Knowledge Development in Marketing,
edited by P. Bloom, 195. Chicago: American Marketing Association.

Bateson, J.E.G. [1977] Do We Need Service Marketing? in Marketing Consumer Services:
New Insights. Cambridge Mass.: Marketing Science Institute, Report #77-115, December

Bateson, J.E.G. [1991] Managing Services Marketing, 2nd. ed., Fort Worth, TX.: The
Dryden Press

Berry, L. L., and A. Parasuraman, A. [1991] Marketing Services: Competing Through
Quality. New York, NY: Free Press

Berry, L.L, Conant, J.S., and Parasuraman, A.[1991] A Framework for Conducting a Services
Marketing Audit, Journal of the Academy of Marketing Science, 19, Summer, 255-268

Berry, L.L. [1980] Services Marketing is Different, Business, May-June, 24-30
Berry, L.L. [1981] The Employee as Customer, Journal of Retail Banking, 3(3), 33-40

Berry, L.L., and Gresham, L.G. [1986] Relationship Retailing: Transforming Customers into
Clients. Business Horizons. (Nov.-Dec.), 45-51.

Berry, L.L., and Parasuraman, A. [1991] Marketing Services - Competing Through Quality,
New York., NY: The Free Press.

Berry, Leonard L., Edwin F. Lefkowith, and Terry Clark (1988) “In Services, What’s in a
Name?”, Harvard Business Review, Sep-Oct, 28 — 30

Bolton R.N., Drew J.H., (1991), “A Longitudinal Analysis of the Impact of Service Changes
on Consumer Attitudes”, Journal of Marketing, 55, (January), 1-9.

Boulding W., Kalra A., Staelin R., Zeithaml V.A., (1993), “A Dynamic Process Model of
Service Quality: From Expectations to Behavioural Intentions”, Journal of Marketing Research, XXX,
(February), 7-27.

Bouman M., van der Wiele T., (1993), “Measuring Service Quality in the Car Service
Industry: Building and Testing an Instrument”’ International Journal of Service Industry Management, 3,
4, 4-16.

Bowen, D. E., and Jones, G.R. [1986] Transaction Cost Analysis of Service Organization-
Customer Exchange, Academy of Management Review, 11, 2, 428—441
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Bowen, D.E. [1986] Managing Customers as Human Resources in Service Organizations,
Human Resource Management, 25, 3 (Fall), 371 - 384

Bowen, D.E., and Schneider, B. [1985] Boundary Spanning Role Employees And The Service
Encounter: Some Guidelines For Management And Research. In J.A. Czepiel, M.R. Solomon, and C.
Surprenant (Eds.), The Service Encounter, Lexington, MA: D.C. Heath, 127-147

Brown T.]., Churchill G.A. Jr., Peter ].P., (1993), “Improving the Measurement of Service
Quality, Journal of Retailing, 68, 1, (Spring), 127-139.

Brown, G., Widing, R.E., and Coulter, R.L. (1991) Customer Evaluation of Retail
Salespeople Utilizing the SOCO Scale: A Replication, Extension and Application, Journal of the
Academy of Marketing Science, 19, 4 (Fall), 347 - 351

Carman, | M. [1990] “Consumer Perceptions of Service Quality: An Assessment of the
SERVQUAL Dimensions”, Journal of Retailing, 66, 1, Spring, 33 - 55

Caruana, A., Pitt, L.F., and Morris, M.H. [1995] Are There Excellent Service Firms, and Do
They Perform Well? The Service Industries Journal, 15, 3 (July), 243-256

Chase, R.B. [1978] Where does the customer fit in a service operation? Harvard Business
Review, 56(6) 137-142

Chase, R.B., and Tansik, D.A. [1982] The customer contact model for organization design,
Management Science, 29, 9, 1037-1050

Churchill G.A. Jr., Surprenant C., (1982), “An Investigation into the Determinants of
Customer Satisfaction, Journal of Market Research, XIX, (November), 491-504.

Churchill, G A (1979), “A Paradigm for developing Better Measures of Marketing Constructs,”
Journal of Marketing Research, 16, pp 64-73.

Collins, B., and Payne, A. [1991] Internal Marketing: A New Perspective for HRM,
European Management Journal, 9, September, 261-270

Comm, C.L.[1989] The Internal Marketing of Demand Intensive Services by Companies Can
Lead to Better External Marketing, Journal of Professional Services Marketing, 5(1), 41-46

Command Performance: The Art of Delivering Quality Service (A Harvard Business Review
Book) (1994), Boston, MA: Harvard Business School Publishing, 230 - 249

Cronin J.J., Taylor S.A., (1994), “SERVPERF versus SERVQUAL: Reconciling
Performance based and Perception based - Minus - Expectation Measurements of Service Quality, Journal
of Marketing, 58, (January), 125-131.

Cronin, | J; T L Baker and | M Hawes (1994), “Assessment of the Role of Performance
Measurement of Power-Dependency in Marketing Channels,” Journal of Business Research, 30, pp 201-
210.

Cronin, J.J., and Taylor, S.A. [1992] Measuring Service Quality: A Re-examination and
Extension. Journal of Marketing, 56, [July], 55 - 68
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Dabholkar, P.A., Thorpe, D.I, and Rentz, J.O. (1996) “A Measure of Service Quality for
Retail Stores: Scale Development and Validation”, Journal of the Academy of Marketing Science, 24, 1,
3-16

Fisk, R.P, Brown, S.W., and Bitner, M.]. [1993] Tracking the Evolution of the Services
Marketing Literature, Journal of Retailing, 69, 1, Spring, 61-103

Flipo, J-P [1986] Service Firms: Interdependence of External and Internal Marketing Strategies,
European Journal of Marketing, 20(8), 5-14

George, W.R. [1990] Internal Marketing and Organizational Behavior: A Partnership in

Developing Customer-Conscious Employees at Every Level Journal of Business Research, 20, January,
63-70

Gronroos C., (1984), “A Service Quality Model and its Market Implications”, European
Journal of Marketing, 18, 4, 36-44.

Gronroos, C. “The Marketing Strategy Continuum: Towards a Marketing Concept For the
1990's”, Management Decisions, Vol. 29, No 1, 1991, pp 7-13.

Gronroos, C. Strategic management and marketing in the service sector. Helsingfors, Finland:
Swedish School of Economics and Business Administration; 1982.

Gronroos, C. [1990] Relationship Approach to Marketing in Service Contexts: The Marketing
and Organizational Behavior Interface, Journal of Business Research, 20, January, 3-11

Gummesson, E. [1987] Using Internal Marketing to Develop a New Culture —The Case of
Ericsson Quality, Journal of Business and Industrial Marketing, 2, Summer, 23-28

Harrell, G.D., and Fors, M.F. [1992] Internal Marketing of a Service, Industrial Marketing
Management, 21, November, 299-306

Hoch, Stephen J. and John Deighton (1989), “Managing What Consumers Learn from
Experience,” Journal of Marketing, 53 (April), 1-20.

Hochschild, A.R. [1983] The Managed Heart: Commercialization of Human Feeling,
Berkeley, CA: University of California Press

Hoffman, K.D., and Ingram, T.N. (1991) Creating Customer-Oriented Employees: The Case
in Home Health Care, Journal of Health Care Marketing, 11, 2 (June), 24 - 32

Jones, G.R. [1987] Organization-Client Transactions and Oiganizational Governance
Structures, Academy of Management Journal, 30, 2 (Jun.), 197-218

Jones, G.R. [1990] Governing Customer-Service Organization Exchange, Journal of Business
Research, 20, 1 (Jan.), 23—-29

Liswood, L.A. [1989] A New System for Rating Service Quality. Journal of Business Strategy,
(Jul.-Aug.), 42-45.

Lovelock, C.H. [1981] Why Marketing Needs to be Different for Services, in J.H. Donnelly
and W.R. George, eds. Marketing of Services, Chicago, Ill.: American Marketing, 5 - 9
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Lovelock, C.H. [1984] Services Marketing. Englewood Cliffs, NJ: Prentice-Hall.

Lovelock, C.H., and Young, R.F., [1979] Look To Customers To Increase Productivity,
Harvard Business Review, 57(3), 168-178.

Mills, P.K., and Moberg, D. [1982] Perspectives on the Technology of Service Operations,
Academy of Management Review, 11, 727-735

Mills, P.K., and Morris, ].H. [1986] Clients as “Partial” Employees of Service Organizations:
Role Development in Client Participation, Academy of Management Review, 11, 4, 726 - 735

Mills, P.K., Chase, R.B. and Margulies, N. [1983] Motivating the client/employee system as
a service production strategy. Academy of Management Review, 8, 301-310.

Nel, D., and Pitt, L.F. [1993] Service Quality in a Retail Environment: Closing the Gaps,
Journal of General Management, 18, 3 (Spring), 37 - 56

Oliva, T.A., Oliver, R.L. and MacMillan, 1.C. (1992) A Catastrophe Model for Developing
Service Satisfaction Strategies. Journal of Marketing, Vol. 56 (3): 83-96.

Parasuraman A., Berry L.L., Zeithaml V. A., (1991), “The Nature and Determinants of
Customer Expectations of Service,” Marketing Science Institute, Working paper No. 91-113,
Cambridge: MA.

Parasuraman A., Zeithaml V.A., Berry L.L., (1985), “A Conceptual Model of Service
Quality and its Implication for Future Research”, Journal of Marketing, 49, (April), 41-50.

Parasuraman A., Zeithaml V.A., Berry L.L., (1988), “SERVQUAL: A Multiple-Item Scale
for Measuring Consumer Perceptions of Service Quality”, Journal of Retailing, 64, 1, (Spring), 12-40.

Parasuraman A., Zeithaml V.A., Berry L.L., (1991), “Refinement and Reassessment of the
SERVQUAL Scale”, Journal of Retailing, 67, 4, 420-450.

Parasuraman A., Zeithaml V.A., Berry L.L., (1993), “Research Note: More on Improving
Service Quality Measurement, Journal of Retailing, 69, 1, (Spring), 140-147.

Parasuraman A., Zeithaml V.A., Berry L.L., (1994), “Reassessment of Expectations as a

Comparison Standard in Measuring Service Quality: Implications for Further Research, Journal of
Marketing, 58, (January), 111-124.

Parasuraman, A., Zeithaml, V.A., and Berry, L. L. [1990] Guidelines for Conducting Service
Quality Research, Marketing Research, December, 34 - 41

Parasuraman, A.; Berry, L. L.; Zeithaml, V. A. More on improving the measurement of service
quality. Journal of Retailing. 1993; 69(1): 140-147.

Parasuraman, A.; Zeithaml, V. A.; Berry, L. L. A conceptual model of service quality and its
implications for future research. Journal of Marketing. 1985; 49(Fall): 41-50.

Peter, | P (1979), “Reliability: A Review of Psychometric Basics and Recent Marketing
Practices,” Journal of Marketing Research, 16, pp 6-17.
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Peter, | P (1981), “Construct Validity: A Review of the Basic Issues and Marketing Practices,”
Journal of Marketing Research, 18, pp 133-145.

Piercy, N., and Morgan, N. [1991] Internal Marketing—The Missing Half of the Marketing
Programme, Long Range Planning, 24, April, 82-93

Pine, B.]. Victor, B. and Boynton, A.C. (1993) Making Mass Customization Work, Harvard
Business Review, Sept -Oct pp 108 - 119.

Pine, B.J., Peppers, D. and Rogers, M. (1995) Do You Want to Keep your Customers
Forever, Harvard Business Review, March -April, pp 103 - 114.

Pitt, L.F., Watson, R.T., and Kavan, B.C. [1995] Service Quality—A Measure of
Information Systems Effectiveness. MIS Quarterly, 19, 2 (June), 173—-187

Rathmell, ].M. [1966] What is Meant by Services? Journal of Marketing, 30, October, 32 - 36
Rathmell, J.M. [1974] Marketing in the Services Sector. Cambridge, Mass: Winthrop
Reicheld, F.F. (1993). Loyalty-Based Management. Harvard Business Review. March/April, 64-

72.

Reicheld, F.F., and Sasser, W.E. [1990] Zero Defections: Quality Comes to Services. Harvard
Business Review, (Sep.-Oct.), 301-307.

Sasser, W. E.; Olsen, R. P.; Wychoff, D. D. Management of service operations: text and cases.
Boston, MA: Allyn and Bacon; 1978.

Sasser, W.E., and Arbeit, S.P. [1980] Selling Jobs in the Service Sector, Business Horizons,
February, 58-59

Saxe R., Weitz B.A., (1982), “The SOCO Scale: A Measure of the Customer Orientation of
Salespeople”, Journal of Market Research, XIX, 343-351.

Shostack, G.L. [1977] Breaking Free from Product Marketing. Journal of Marketing, April, 7 -
80

Thomas, R.K., Farmer, E. and Wallace, B. [1991] The Importance of Internal Marketing: The
Case of Geriatric Services, Journal of Health Care Marketing, 11, March, 55-58

Watson, R.T., Pitt, L.F., Cunningham, C.]J., and Nel, D. [1993] User Satisfaction and
Service Quality of the IS Department: Closing the Gaps, Journal of Information Technology, 8, 257—
265

Zeithaml V. A., Berry L.L., Parasuraman A., (1991), “An Empirical Examination of
Relationships in an Extended Service Quality Model,” Marketing Science Institute, Working paper No.
90-122, Cambridge: MA.

Zeithaml, C. and V. Zeithaml (1984), "Environmental Management : Revising the Marketing
Perspective", Journal of Marketing, 48 (Spring), 46-53.

Zeithaml, V. (1988), "Consumer Perceptions of Price, Quality, and Value : A Means-End
Model and synthesis of Evidence", Journal of Marketing, 52 (July), 2-22.
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Zeithaml, V.; Parasuraman, A.; Berry, L. L. Delivering quality service: balancing customer
perceptions and expectations. New York, NY: Free Press; 1990.

Zeithaml, V.; Parasuraman, A.; Berry, L. IL. [1990]Delivering quality service: balancing
customer perceptions and expectations. New York, NY: Free Press.

Zeithaml, V.A. [1981] How Consumer Evaluation Processes Differ Between Goods and

Services. in J.H. Donnelly and W.R. George, eds. Marketing of Services, Chicago, Ill.: American
Marketing,

Zeithaml, V.A., Berry, L.L., and Parasuraman, A. [1988] Communication and Control
Processes in the Delivery of Service Quality. Journal of Marketing, 52, April, 35 - 48

Zeithaml, V.A., Berry, L.L., and Parasuraman, A. [1991] The Nature and determinants of
Customer Expectations of Service. Cambridge, MA.: Marketing Science Institute (Research Monograph).

Zeithaml, V.A., Parasuraman, A., and Berry, L.L. [1985] Problems and Strategies in Services
Marketing, Journal of Marketing, 49, 2, 33 - 45



