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Marketing Management in Africa George Tesar 2018-04-27 This book focuses on strategies
for developing consumer markets in Africa using concepts and techniques from marketing,
entrepreneurship, and project management. The authors argue that entrepreneurial activity in
Africa is rapid, but limited, and requires a structured approach to drive success. Beginning with
an introductory chapter that frames the socio-economic and technological developments in
Africa, readers are introduced to the conceptual model that provides this structured approach in
four logical parts: The creative stage Entrepreneurial and enterprise activities Understanding
consumer behavior and market segments A project management-based framework. This
multidisciplinary approach is supplemented with many examples and cases from a variety of
sectors including health care, wind and solar power, and mobile technology. Through these,
readers are able to understand how the model is implemented in reality to drive innovative
economic and social development. Marketing Management in Africa will prove a valuable
companion to any student of marketing or entrepreneurship with a particular interest in Africa.
Services Marketing Valarie A. Zeithaml 1996
Strategic Marketing Management - The Framework, 10th Edition Alexander Chernev
2019-01-01 Strategic Marketing Management: The Framework outlines the essentials of
marketing theory and offers a structured approach to identifying and solving marketing
problems. This book presents a strategic framework to guide business decisions involving the
development of new offerings and the management of existing products, services, and brands.
Advances in Corporate Branding John M. T. Balmer 2016-11-14 This prestigious edited
collection of articles from the Journal of Brand Management discusses the impact of research on
our understanding of corporate brand characteristics and corporate brand management to date.
A wide range of topics are covered, including franchise brand management, co-creation of
corporate brands, alliance brands, the role of internal branding in the delivery of employee
brand promise, and the expansion into new approaches. Advances in Corporate Branding is
essential reading for those undertaking a PhD programme or by upper level students looking for
rigorous academic material on the subject and for scholars and discerning practitioners, acting
as 'advanced introductions'.
EBK: Services Marketing: Integrating Customer Service Across the Firm 4e Alan Wilson
2020-10-07 Successful businesses recognize that the development of strong customer
relationships through quality service (and services) as well as implementing service strategies
for competitive advantage are key to their success. In its fourth European edition, Services
Marketing: Integrating Customer Focus across the Firm provides full coverage of the
foundations of services marketing, placing the distinctive Gaps model at the center of this
approach. The new edition draws on the most recent research, and using up-todate and topical
examples, the book focuses on the development of customer relationships through service,
outlining the core concepts and theories in services marketing today. New and updated material
in this new edition includes: • New content related to human resource strategies, including
coverage of the role of robots and chatbots for delivering customer-focused services. • New
coverage on listening to customers through research, big data, netnography and monitoring

EBOOK: Services Marketing: Integrating Customer Focus Across the Firm Alan Wilson
2016-01-16 European economies are now dominated by services, and virtually all companies
view service as critical to retaining their customers today and in the future. In its third European
edition, Services Marketing: Integrating Customer Focus across the Firm provides full coverage
of the foundations of services marketing, placing the distinctive gaps model at the center of this
approach. Drawing on the most recent research and using up-to-date and topical examples, the
book focuses on the development of customer relationships through quality service, out lining
the core concepts and theories in services marketing today. New and updated material in this
new edition include: · - New content on the role of digital marketing and social media has been
added throughout to reflect the latest developments in this dynamic field · - Increased coverage
of Service dominant logic regarding the creation of value and the understanding of customer
relationships · - New examples and case studies added from global and innovative companies
including AirBnB, IKEA, Disneyland, Scandinavia Airlines, and Skyscanner
Business Market Management James C. Anderson 2009 Written for undergraduate and MBA
courses in business-to-business marketing or industrial marketing, this text explores the process
of understanding, creating and delivering value to targeted business markets and customers. It
provides an analytical framework for determining value.
The Handbook of Technology Management, Supply Chain Management, Marketing and
Advertising, and Global Management Hossein Bidgoli 2010-01-12 The discipline of technology
management focuses on the scientific, engineering, and management issues related to the
commercial introduction of new technologies. Although more than thirty U.S. universities offer
PhD programs in the subject, there has never been a single comprehensive resource dedicated
to technology management. "The Handbook of Technology Management" fills that gap with
coverage of all the core topics and applications in the field. Edited by the renowned Doctor
Hossein Bidgoli, the three volumes here include all the basics for students, educators, and
practitioners
Services Marketing: Concepts, Strategies, & Cases K. Douglas Hoffman 2016-01-01 Readers
examine the use of services marketing as a competitive tool from a uniquely broad perspective
with Hoffman/Bateson’s SERVICES MARKETING: CONCEPTS, STRATEGIES, AND CASES, 5E.
Using a reader-friendly, streamlined structure, this book explores services marketing not only as
an essential focus for service firms, but also as a competitive advantage for companies that
market tangible products. A wealth of real examples feature a variety of businesses from
industries both within and beyond the nine service economy supersectors: education and health
services, financial activities, government, information, leisure and hospitality, professional and
business services, transportation and utilities, wholesale and retail trade, and other services.
Cutting-edge data addresses current issues, such as sustainability, technology, and the global
market, giving readers valuable insights and important skills for success in business today.
Important Notice: Media content referenced within the product description or the product text
may not be available in the ebook version.
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user-generated content. • Increased technology, social media and digital coverage throughout
the text, including the delivery of services using mobile and digital platforms, as well as through
the Internet of Things. • Brand new examples and case studies added from global and innovative
companies including Turkish Airlines, Volvo, EasyJet and McDonalds. Available with McGrawHill’s Connect®, the well-established online learning platform, which features our awardwinning adaptive reading experience as well as resources to help faculty and institutions
improve student outcomes and course delivery efficiency.
Service Systems Management and Engineering Ching M. Chang 2018-01-05 The ultimate
instructional guide to achieving success in the service sector Already responsible for employing
the bulk of the U.S. workforce, service-providing industries continue to increase their economic
dominance. Because of this fact, these companies are looking for talented new service systems
engineers to take on strategic and operational challenges. This instructional guide supplies
essential tools for career seekers in the service field, including techniques on how to apply
scientific, engineering, and business management principles effectively to integrate technology
into the workplace. This book provides: Broad-based concepts, skills, and capabilities in twelve
categories, which form the "Three-Decker Leadership Architecture," including creative thinking
and innovations in services, knowledge management, and globalization Materials supplemented
and enhanced by a large number of case studies and examples Skills for successful service
engineering and management to create strategic differentiation and operational excellence for
service organizations Focused training on becoming a systems engineer, a critically needed
position that, according to a 2009 Moneyline article on the best jobs in America, ranks at the top
of the list Service Systems Management and Engineering is not only a valuable addition to a
college classroom, but also an extremely handy reference for industry leaders looking to explore
the possibilities presented by the expanding service economy, allowing them to better target
strategies for greater achievement.
Services Marketing: People, Technology, Strategy (Ninth Edition) Jochen Wirtz
2021-10-15 Services Marketing: People, Technology, Strategy is the ninth edition of the globally
leading textbook for Services Marketing by Jochen Wirtz and Christopher Lovelock, extensively
updated to feature the latest academic research, industry trends, and technology, social media,
and case examples.This book takes on a strong managerial approach presented through a
coherent and progressive pedagogical framework rooted in solid academic research. It features
cases and examples from all over the world and is suitable for students who want to gain a wider
managerial view.Supplementary Material Resources:Resources are available to instructors who
adopt this textbook for their courses. These include: (1) Instructor's Manual, (2) Case Teaching
Notes, (3) PowerPoint deck, and (4) Test Bank. Please contact sales@wspc.com.Key Features:
Principles of Marketing Gary M. Armstrong 2018 An introduction to marketing concepts,
strategies and practices with a balance of depth of coverage and ease of learning. Principles of
Marketing keeps pace with a rapidly changing field, focussing on the ways brands create and
capture consumer value. Practical content and linkage are at the heart of this edition. Real local
and international examples bring ideas to life and new feature 'linking the concepts' helps
students test and consolidate understanding as they go. The latest edition enhances
understanding with a unique learning design including revised, integrative concept maps at the
start of each chapter, end-of-chapter features summarising ideas and themes, a mix of mini and
major case studies to illuminate concepts, and critical thinking exercises for applying skills.
Service Quality Valarie A. Zeithaml 2004-01-01
Global Marketing Management Masaaki Kotabe 2019-02
Market-Led Strategic Change Nigel F. Piercy 2012-05-04 The third edition of Market-Led
Strategic Change builds on the massive success of the previous two editions, popular with
lecturers and students alike, presenting an innovative approach to solving an old problem:
making marketing happen! In his witty and direct style, Nigel Piercy has radically updated this
seminal text, popular with managers, students, and lecturers alike, to take into account the most
services-marketing-5th-edition-by-valarie-a-zeithaml

recent developments in the field. With a central focus on customer value and creative strategic
thinking, he fully evaluates the impact of electronic business on marketing and sales strategy,
and stresses the goal of totally integrated marketing to deliver superior customer value. "Reality
Checks" throughout the text challenge the reader to be realistic and pragmatic. The book
confronts the critical issues now faced in strategic marketing: · escalating customer demands
driving the imperative for superior value · totally integrated marketing to deliver customer value
· the profound impact of electronic business on customer relationships · managing processes like
planning and budgeting to achieve effective implementation At once pragmatic, cutting-edge and
thought-provoking, Market-Led Strategic Change is essential reading for all managers, students
and lecturers seeking a definitive guide to the demands and challenges of strategic marketing in
the 21st century.
Handbook of Service Science Paul P. Maglio 2010-06-14 As the service sector expands into the
global economy, a new science of service is emerging, one that is dedicated to encouraging
service innovation by applying scientific understanding, engineering discipline, and management
practice to designing, improving, and scaling service systems. Handbook of Service Science
takes the first major steps to clarifying the definition, role, and future of this nascent field.
Incorporating work by scholars from across the spectrum of service research, the volume
presents multidisciplinary perspectives on the nature and theory of service, on current research
and practice in design, operations, delivery, and innovation of service, and on future
opportunities and potential of service research. Handbook of Service Science provides a
comprehensive reference suitable for a wide-reaching audience including researchers,
practitioners, managers, and students who aspire to learn about or to create a deeper scientific
foundation for service design and engineering, service experience and marketing, and service
management and innovation.
Profiting From Services and Solutions Valarie A. Zeithaml 2014-08-15 Designed for executives of
companies that manufacture or sell products and students in an MBA program, this book
outlines the challenges of launching a service and solutions business within a product-oriented
organization. You might view services and solutions as a means to financial growth, reduced
revenue volatility, greater differentiation from the competition, increased share of customer
budget, and improved customer satisfaction, loyalty, and lock-in; but the authors visualize the
transition from products sold to services rendered and identify the challenges that leaders will
face during the transformation. Inside, the authors provide a framework—the service infusion
continuum—to describe the different types of services and solutions that a product-rich company
can offer beyond warranties, call centers, and websites that support customers in their use of
products.
Marketing Scales Handbook Gordon C. Bruner 2015-10-01 La 4e de couv.indique : "This is the
seventh volume in the long-running Marketing Scales Handbook series. The purpose of the book
is to help readers benefit from vetted research by some of the world's consumer behavior
experts. By learning about the measures used by the experts, the hope is that those who borrow
the well-developed scales rather than using "quick-and-dirty" measures will achieve higher
quality insights in their research activities. The book contains reviews of 364 multi-item
measures that were reported in one or more articles published in top marketing journals in 2010
and 2011. Each review provides the scale items (questions or statements) as well as information
about the scale's origin, previous users, and measurement quality. The scales are useful when
wanting to accurately measure theoretical constructs such as attitudes, emotions, and traits in
surveys and experiments with a wide variety of participants such as consumers, viewers,
patients, patrons, or citizens. Many of the measures could also be used in business settings when
studying employees and/or administrators. The scales reviewed in this volume are primarily new
and are not in the previous volumes of the series."
Professional Practice for Interior Designers Christine M. Piotrowski 2013-08-26 This updated
edition of the most comprehensive business guide for designers covers the interior design
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profession in a clear and well-organized style. From establishing a practice to managing a
project, the reader progresses through all aspects of the business, whether in a small or large
firm. The new edition includes additional information on ethics, as well as a companion website
containing sample forms and other resources. This book is recommended by the NCIDQ as
preparation for their professional registration examination.
Consumer Behaviour Brajendra Gupta
Review of Marketing 1990 Valarie A. Zeithaml 2012-01-01
Marketing: The Basics (second Edition) Karl Moore 2009-12-04 ‘...a punchy, stripped-down
version of what marketing is all about.’ – The Times Higher Education Supplement If you have a
product you’re looking to market, or you’re seeking to learn more about the potential of online
marketing, Marketing: The Basics tells you everything you need to know about the techniques
marketers use to push their product to the ‘tipping point’. The essentials of e-commerce are
explored and explained, along side more traditional marketing approaches in this revised and
updated new edition. This book: Explains the fundamentals of marketing and useful concepts
such as the Long Tail Includes an international range of topical case studies, such as Obama’s
presidential campaign, Facebook, and Google Also includes a glossary of terms, guides to further
reading and critical questions to assist further thinking and study This lively and user-friendly
introduction is perfect for professionals seeking to learn more about subject, and recommended
for sixth-form, first-year undergraduate and MBA students.
Trust and Partnership Robert J. Benson 2014-04-01 Proven methodologies to enhance
business value by exploiting the latest global technology trends and best business and IT
practices There is no doubt that a tidal wave of change is hitting the area of business technology;
new business models are forming around the cloud, new insights on how an enterprise runs is
being aided by mining massive transactional and operational data sets. Decision-making is
becoming almost prescient through new classes of data visualization, data analytics, and
dashboards. Despite the promise of technologies to make a difference, or perhaps because of it,
IT organizations face continued challenges in realizing partnerships and trust with their business
partners. While many books take on elements of these emerging developments or address the
stubborn barriers to "real" partnership, none make the practices involved fit together in a highly
effective fashion - until now. Strategic IT Management in Turbulent Times reveals how this
framework ensures that organizations make the right strategic decisions to succeed in times of
turbulence and change. Draws together authors with global experience including the Americas,
Europe, Pacific Rim, and Africa Offers a comprehensive framework for IT and business managers
to maximize the value IT brings to business Addresses the effects of turbulence on business and
IT Focuses on developing partnerships and trust with business With practical examples and
implementation guidance based on proven techniques developed by the authors over the past
twenty years, Strategic IT Management in Turbulent Times considers the challenges facing
today's enterprise, IT's critical role in value creation, and the practical road map for achieving
strategic IT management competencies.
Hotel Management and Operations, Website Denney G. Rutherford 2002 A real-world look
at every major aspect of hotel management and operations Hotel Management and Operations,
Third Edition, helps readers to develop the wide-ranging knowledge and analytical skills they
need to succeed in today's burgeoning and dynamic hotel industry. Featuring contributions from
60 leading industry professionals and academics, this comprehensive presentation encourages
critical thinking by exposing readers to different viewpoints within a coherent theoretical
structure, enabling them to formulate their own ideas and solutions. Each of the book's nine
parts examines a specific hotel department or activity and presents a variety of viewpoints on
the duties, responsibilities, problems, and opportunities encountered there. Multidimensional
case studies challenge readers to identify the central issues in complex management problems,
understand the structure and resources of the department in question, and find solutions that
may involve other hotel resources and departments. This remarkably well-designed learning tool:
services-marketing-5th-edition-by-valarie-a-zeithaml

* Covers all hotel departments, from front office to finance, from marketing to housekeeping *
Links advanced theory with real-world problems and solutions * Encourages critical thinking by
presenting differing viewpoints * Features "As I See It" and "Day in the Life" commentary from
young managers * Provides a solid introduction to every aspect of hotel management Complete
with extensive references and suggestions for further reading, Hotel Management and
Operations, Third Edition, is an ideal book for university hospitality programs and management
training programs within the hotel industry.
Marketing 2021
Delivering Quality Service Valarie A. Zeithaml 2010-05-11 Excellence in customer service is
the hallmark of success in service industries and among manufacturers of products that require
reliable service. But what exactly is excellent service? It is the ability to deliver what you
promise, say the authors, but first you must determine what you can promise. Building on seven
years of research on service quality, they construct a model that, by balancing a customer's
perceptions of the value of a particular service with the customer's need for that service,
provides brilliant theoretical insight into customer expectations and service delivery. For
example, Florida Power & Light has developed a sophisticated, computer-based lightening
tracking system to anticipate where weather-related service interruptions might occur and
strategically position crews at these locations to quicken recovery response time. Offering a
service that customers expect to be available at all times and that they will miss only when the
lights go out, FPL focuses its energies on matching customer perceptions with potential need.
Deluxe Corporation, America's highly successful check printer, regularly exceeds its customers'
expectations by shipping nearly 95% of all orders by the day after the orders were received.
Deluxe even put U.S. Postal Service stations inside its plants to speed up delivery time.
Customer expectations change over time. To anticipate these changes, Metropolitan Life
Insurance Company regularly monitors the expectations and perceptions of their customers,
using focus group interviews and the authors' 22-item generic SERVQUAL questionnaire, which
is customized by adding questions covering specific aspects of service they wish to track. The
authors' groundbreaking model, which tracks the five attributes of quality service -- reliability,
empathy, assurance, responsiveness, and tangibles -- goes right to the heart of the tendency to
overpromise. By comparing customer perceptions with expectations, the model provides
marketing managers with a two-part measure of perceived quality that, for the first time,
enables them to segment a market into groups with different service expectations.
Russell, Hugo & Ayliffe's Principles and Practice of Disinfection, Preservation & Sterilization
Adam P. Fraise 2008-04-15 Highly respected, established text – a definitive reference in its field
– covering in detail many methods of the elimination or prevention of microbial growth "highly
recommended to hospital and research personnel, especially to clinical microbiologists,
infectioncontrol and environmental-safety specialists, pharmacists, and dieticians." New England
Journal of Medicine WHY BUY THIS BOOK? Completely revised and updated to reflect the rapid
pace of change in this area Updated material on new and emerging technologies, focusing on
special problems in hospitals, dentistry and pharmaceutical practice Gives practical advise on
problems of disinfection and antiseptics in hospitals Discusses increasing problems of natural
and acquired resistance to antibiotics New contributors give a fresh approach to the subject and
ensure international coverage Systematic review of sterilization methods, with uses and
advantages outlined for each Evaluation of disinfectants and their mechanisms of action
Customer Loyalty and Brand Management María Jesús Yagüe Guillén 2019-09-23 Loyalty is one
of the main assets of a brand. In today’s markets, achieving and maintaining loyal customers has
become an increasingly complex challenge for brands due to the widespread acceptance and
adoption of diverse technologies by which customers communicate with brands. Customers use
different channels (physical, web, apps, social media) to seek information about a brand,
communicate with it, chat about the brand and purchase its products. Firms are thus
continuously changing and adapting their processes to provide customers with agile
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communication channels and coherent, integrated brand experiences through the different
channels in which customers are present. In this context, understanding how brand management
can improve value co-creation and multichannel experience—among other issues—and
contribute to improving a brand’s portfolio of loyal customers constitutes an area of special
interest for academics and marketing professionals. This Special Issue explores new areas of
customer loyalty and brand management, providing new insights into the field. Both concepts
have evolved over the last decade to encompass such concepts and practices as brand image,
experiences, multichannel context, multimedia platforms and value co-creation, as well as
relational variables such as trust, engagement and identification (among others).
Marketing Pharmaceutical Services Harry Alcide Smith 1992 Marketing Pharmaceutical
Services discusses nearly every aspect of pharmacy patronage, the quintessential element of a
successful community pharmacy practice. With recent trends showing availability and quality of
both traditional and professional pharmacy services as key factors in patronage of a pharmacy,
there is a greater need for understanding types of services customers desire in their community
pharmacies. This anthology of research, gleaned from journals published over the past decade,
with helpful interpretative comments by Smith and Coons, is the most complete resource
available on marketing services. This unique volume provides data from which practicing
pharmacists can develop a service programdesigned for its patrons and marketing strategies for
promoting those services. Whether chain or independent drug stores, managers above the store
level will find practical, relevant marketing hints in this one convenient source. Special topics
covered include: defining and classifying patronage factors and motives characterizing
consumers as related to pharmacy patronage assessing consumers'attitudes and perceptions
concerning pharmacists'roles in counseling patrons on their use of drugs, private consulting with
patrons, and prescription price strategizing marketing for special markets, such as elderly in
housing communities and long term care facilities The variety of topics covered will interest all
involved in the field of pharmacy from graduate and advanced undergraduate students and
professors, to marketing and sales specialists, especially managers in the wholesale industry.
Applied Marketing, Loose-Leaf Daniel Padgett 2019-04-02 Applied Marketing is a concise
product that provides the very latest examples of marketing techniques and campaigns from
today’s business world without compromising on traditional theories of marketing. Marketing is
about decision making and professors want material that will help students develop their critical
thinking skills so they can think like a marketer and see that marketing is everywhere around
them. Who better to develop such a product than a practitioner, Andrew Loos of Attack
Marketing, and an academic, Daniel Padgett of Auburn University. Together these authors
provide insights into what employers need, know the latest tools used by companies today and
can help students smoothly move from the classroom to their careers. Applied Marketing
connects traditional marketing with customer-perspective marketing, thus teaching students the
value of allowing customers to feel more connected to the product, brand and company.
Flying High in a Competitive Industry Loizos Heracleous 2009 Singapore Airlines (SIA) is
widely acknowledged as one of the world's leading airlines, if not the best airline, globally. This
book provides insights into a simple but intriguing question: How has SIA managed to
outperform other flag-carriers for decades in an industry where it is notoriously difficult to
succeed consistently? This updated second edition of Flying High in a Competitive Industry
begins with an analysis of the airline industry and its key trends, moving on to a broad outline of
SIA's strategic drivers of success. Empirical research was conducted at SIA to gain a deeper
understanding of its strategy, core competencies and internal organisation, innovation processes
and human resource practices, in order to instill strategy lessons that can inform the strategies
of any organisation competing in intensely competitive industries. This book ends with some
strategic lessons that apply to any organisation that aims to achieve sustainable success in
hypercompetitive markets.
Sports Marketing Michael J. Fetchko 2018-10-09 Highly practical and engaging, Sports
services-marketing-5th-edition-by-valarie-a-zeithaml

Marketing equips students with the skills, techniques, and tools they need to be successful
marketers in any sporting environment. The book combines scholarly theory with the
perspectives of those who have been actively involved in the sports business. A worldwide range
of examples from all levels of sports, as well as insider expertise, strongly ties classroom
learning to real-world practice, and assures students that the theory is relevant. New material
includes: • Expanded coverage of marketing analytics and the use of market-driven tactics
showing students how to strengthen customer relationships and maximize profits • Greater
attention to the impact of new technologies on customer relationships, such as social media,
content marketing, ticketing strategies, and eSports, ensuring students are exposed to the latest
advancements in marketing for sports • A stronger global focus throughout the book, including
several new cases from outside the U.S., as well as coverage of international sporting
organizations, such as FIFA and the ever popular English Premier League • Six new "You Make
the Call" short cases to offer opportunities for analysis and decision making in sectors of sports
marketing including sports media, experiential events, and eSports These popular "You Make the
Call" cases and review questions stimulate lively classroom discussion, while chapter summaries
and a glossary further support learning. Sports Marketing will give students of sports marketing
and management a firm grasp of the ins and outs of working in sports.
M? Dhruv Grewal 2018-03-22
Winning in Service Markets Jochen Wirtz 2016-12-09 Winning in Service Markets: Success
through People, Technology, and Strategy is the first practitioner book in the market to cover
the key aspects of services marketing and management based on sound academic evidence and
knowledge. Derived from the globally leading textbook for Services Marketing by the same
author, this book offers a comprehensive overview of extant knowledge on the topic. Accessible
and practical, Winning in Service Markets bridges the gap between cutting-edge academic
research and industry practitioners, and features best practices and latest trends on services
marketing and management from around the world.
Marketing Channels Bert Rosenbloom 2012-07-25 Marketing Channels: A Management View, a
market leader, is known to provide a management focus and managerial framework to the field
of marketing channels. Theory, research, and practice are covered thoroughly and blended into a
discussion that stresses decision making implications. This new edition reflects global, sociocultural, environmental, and technological changes that have taken place within the industry.
Important Notice: Media content referenced within the product description or the product text
may not be available in the ebook version.
Driving Customer Equity Valarie A. Zeithaml 2001-02-21 In their efforts to become more
customer-focused, companies everywhere find themselves entangled in outmoded systems,
metrics, and strategies rooted in their product-centered view of the world. Now, to ease this shift
to a customer focus, marketing strategy experts Roland T. Rust, Valarie A. Zeithaml, and
Katherine N. Lemon have created a dynamic new model they call "Customer Equity," a strategic
framework designed to maximize every firm's most important asset, the total lifetime value of its
customer base. The authors' Customer Equity Framework yields powerful insights that will help
any business increase the value of its customer base. Rust, Zeithaml, and Lemon introduce the
three drivers of customer equity -- Value Equity, Brand Equity, and Retention Equity -- and
explain in clear, nontechnical language how managers can base their strategies on one or a
combination of these drivers. The authors demonstrate in this breakthrough book how managers
can build and employ competitive metrics that reveal their company's Customer Equity relative
to their competitors. Based on these metrics, they show how managers can determine which
drivers are most important in their industry, how they can make efficient strategic trade-offs
between expenditures on these drivers, and how to project a financial return from these
expenditures. The final section devotes two chapters to the Customer Pyramid, an approach that
segments customers based on their long-term profitability, and an especially important chapter
examines the Internet as the ultimate Customer Equity tool. Here the authors show how
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proceedings from the 2003 Academy of Marketing Science (AMS) Annual Conference held in
Washington, D.C., entitled Creating and Delivering Value in Marketing.
Exceptional Service, Exceptional Profit Leonardo Inghilleri 2010-04-14 Customer service experts
Leonardo Inghilleri and Micah Solomon’s anticipatory customer service approach was first
developed at The Ritz-Carlton as well as at Solomon's company Oasis, and has since proven itself
in countless companies around the globe--from luxury giant BVLGARI to value-sensitive auto
parts leader Carquest and everywhere in between. Their experience shows that the most
powerful growth engine in a tight market--and best protection from competitive inroads--is to put
everything you can into cultivating true customer loyalty. Exceptional Service, Exceptional Profit
takes the techniques that minted money for these brands and reveals how you can apply them to
your own business to provide the kind of exceptional service that nearly guarantees loyalty.
Soon, you’ll be reaping the benefits of loyal customers who are less sensitive to price
competition, more forgiving of small glitches, and, ultimately, who are “walking billboards”
happily promoting your brand. Filled with detailed, behind-the-scenes examples, this awardwinning book unlocks a new level of customer relationship that leaves your competitors in the
dust, your customers coming back day after day, and your bottom line looking better than it ever
has before.
Management and Technology in Knowledge, Service, Tourism & Hospitality Ford
Lumban Gaol 2014-04-29 Management and Technology in Knowledge, Service, Tourism and
Hospitality contains papers covering a wide range of topics in the fields of knowledge and
service management, web intelligence, tourism and hospitality. This overview of current state of
affairs and anticipated developments will be of interest to researchers, entrepreneurs and stude

companies such as Intuit.com, Schwab.com, and Priceline.com have used more than one or all
three drivers to increase Customer Equity. In this age of one-to-one marketing, understanding
how to drive Customer Equity is central to the success of any firm. In particular, Driving
Customer Equity will be essential reading for any marketing manager and, for that matter, any
manager concerned with growing the value of the firm's customer base.
Marketing Gary Armstrong 2014-02-04 The fifth Canadian edition of Marketing: An Introduction
makes learning and teaching marketing more effective, easier, and more enjoyable than ever. Its
streamlined approach strikes a careful balance between depth of coverage and ease of learning.
Students will see how customer value—creating it and capturing it—drives every good marketing
strategy. Note: If you are purchasing an electronic version, MyMarketingLab does not come
automatically packaged with it. To purchase MyMarketingLab, please visit
www.MyMarketingLab.com or you can purchase a package of the physical text and
MyMarketingLab by searching for ISBN 10: 0133581586 / ISBN 13: 9780133581584.
Creating and Delivering Value in Marketing Harlan E. Spotts 2014-11-06 Founded in 1971, the
Academy of Marketing Science is an international organization dedicated to promoting timely
explorations of phenomena related to the science of marketing in theory, research, and practice.
Among its services to members and the community at large, the Academy offers conferences,
congresses and symposia that attract delegates from around the world. Presentations from these
events are published in this Proceedings series, which offers a comprehensive archive of
volumes reflecting the evolution of the field. Volumes deliver cutting-edge research and insights,
complimenting the Academy’s flagship journals, the Journal of the Academy of Marketing
Science (JAMS) and AMS Review. Volumes are edited by leading scholars and practitioners
across a wide range of subject areas in marketing science. This volume includes the full
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