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Make it easy for students to understand: Clear, Simple Language and Visual
Learning Aids

The authors use simple English and short sentences to help students grasp
concepts more easily and quickly. The text consists of full-colored learning cues,
graphics, and diagrams to capture student attention and help them visualize
concepts.

Know Your ESM presents quick review questions designed to help students
consolidate their understanding of key chapter concepts.

Make it easy for studentsto relate: Cases and Examples written with a Global
Outlook

Thefirst edition global outlook is retained by having an even spread of familiar
cases and examples from the world¢s major regions: 40% from American, 30%
from Asia and 30% from Europe.

Help students see how various concepts fit into the big picture: Revised
Framework

An improved framework characterized by stronger chapter integration as well as
tighter presentation and structure.

Help instructorsto prepare for lessons: Enhanced I nstructor Supplements

- Instructor ¢s Manual: Contain additional individual and group class activities.
It also contains chapter-by-chapter teaching suggestions.

- Powerpoint Sides: Sideswill feature example-based teaching using many
examples and step-by-step application cases to teach and illustrate chapter
concepts.

- Test Bank: Updated Test Bank that is Test Gen compatible.

- Video Bank: Corporate videos and advertisements help link concept to
application. Videos will also come with teaching notes and/or a list of questions
for students to answer.


http://youkof.club/go/read.php?id=9810686188
http://youkof.club/go/read.php?id=9810686188

- Case Bank: Cases can be in PDF format available for download as an
Instructor Resource.
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Editorial Review
About the Author

Dr Jochen Wirtz holds a PhD in services marketing from the London Business School and has been
working in the field of servicesfor over 20 years. He is atenured Associate

Professor at the National University of Singapore (NUS), where he teaches services marketing in executive,
MBA and undergraduate programs. He is also the director of the

dual degree UCLA — NUS Executive MBA Program, a member of the executive committee of the NUS
Teaching Academy (the NUS think-tank on education matters), an associate fellow

of Executive Education at the Said Business School, University of Oxford, and an international fellow of the
Service Research Center at Karlstad University, Sweden.

Dr Wirtz has published widely on services marketing in over 80 academic articles, including the Harvard
Business Review, Journal of Consumer Psychology, Journal of Retailing, Journal

of Service Management, Journal of Services Marketing, Journal of Service Research, and Journal of the
Academy of Marketing Science. He has also published over 100 conference

papers, 40 book chapters and 10 books. Thisincludes his collaboration with Dr Lovelock in writing one of
the world’ s leading services marketing text books, “ Services Marketing:

People, Technology, Strategy, 7th edition” (Prentice Hall, 2011). Dr Wirtz serves on the editorial review
boards of 11 academic journas. These include the

Journal of Service Management, Journal of Service Research, and Cornell Hospitality Quarterly. Heis also
an ad hoc reviewer for the Journal of Consumer Research and Journal

of Marketing. Dr Wirtz chaired the American Marketing Association’s biennial Service Research Conference
in Singapore. In recognition of his excellence in research and

teaching, Dr Wirtz has received over 30 awards. These include the highest NUS accolade for education, the
university-wide Outstanding Educator Award, and he was the winner of

the inaugural Outstanding Service Researcher Award 2010 and the Best Practical Implications Award 2009,
both by Emerald Group Publications.

Dr Wirtz has been an active Management Consultant, working with international consulting firms, including
Accenture, Arthur D Little, and KPMG, as well as major service firmsin the

areas of strategy, business development and customer feedback systems. Originally from Germany, Dr Wirtz
spent seven yearsin London before moving to Asia.

Dr Patricia Chew holds a PhD in services marketing from the National University of Singapore. Sheis
Deputy Head of Business and Head of Areain Marketing at SIM

University in Singapore. Sheisin charge of the designing the business program, and overseeing curriculum
development. She also appoints and manages the faculty. Dr Chew

teaches avariety of marketing courses at SIM University and has also taught at the National University of
Singapore in MBA and BBA programs.

Dr Chew’ s research focuses on services marketing. She has published several articles and conference papers,
particularly on incentivized referrals and word-of-mouth. One of her

articles on incentivized word-of-mouth won the “Emerald Literati Club Award for Excellence” for the “Most
Outstanding Paper” of the year in the International Journal of Service Industry

Management. Dr Chew has consulted on services marketing-related projects for companies like LG Capital,
National Library Board in Singapore and SK Telecom.



Thelate Dr Christopher Lovelock was one of the pioneers of services marketing. Widely acknowledged as
athought leader in services, he was honored by the American Marketing

Association’ s prestigious Award for Career Contributions in the Services Discipline. In 2005, his article with
Evert Gummesson, “Whither Services Marketing? In Search of a New

Paradigm and Fresh Perspectives’ won the American Marketing Association’s Best Services Article Award.
Hewas afinalist for the IBM award for the best article in the Journal of

Service Research. Earlier, he received a best article award from the Journal of Marketing. Recognized many
times for excellence in case writing, he had twice won top honorsin the

Business Week “European Case of the Year” Award. Dr Lovelock consulted and gave seminars and
workshops for managers around the world.

His particular focuses were on strategic planning in services and managing the customer experience. His
distinguished academic career included serving 11 years on the faculty of

Harvard Business School, and two years as a visiting professor in Switzerland’s IMD. He has also held
faculty appointments at Berkeley, Stanford and the Sloan School at MIT, as

well asvisiting professorships at INSEAD in France and The University of Queensland in Australia.
Professor Lovelock was the author or co-author of over 60 articles, more than 100 teaching

cases, and 26 books. Hiswork has been trandated into 12 languages. He served on the editorial review
boards of the International Journal of Service Industry Management,

Journal of Service Research, Service Industries Journal, Cornell Hotel and Restaurant Administration
Quarterly, and Marketing Management. He was also an ad hoc reviewer for

the Journal of Marketing.

Users Review
From reader reviews:
Gregory Proctor:

A lot of people aways spent their very own free time to vacation or perhaps go to the outside with them
household or their friend. Are you aware? Many alot of people spent that they free time just watching TV, or
maybe playing video games all day long. If you need to try to find anew activity that's look different you can
read a new book. It isreally fun for you personaly. If you enjoy the book you read you can spent all day
long to reading a guide. The book Essentials of Services Marketing (2nd Edition) it is very good to read.
There are alot of those who recommended this book. These were enjoying reading this book. Should you did
not have enough space to create this book you can buy the particular e-book. Y ou can mQOore easily to read
this book from the smart phone. The price is not to cover but this book provides high quality.

Otis K ozlowski:

In this period globalization it isimportant to someone to receive information. The information will make
professionals understand the condition of the world. The fitness of the world makes the information better to
share. You can find alot of referrals to get information example: internet, magazine, book, and soon. Y ou
can observe that now, alot of publisher that will print many kinds of book. The actual book that
recommended to you is Essentials of Services Marketing (2nd Edition) this guide consist alot of the
information with the condition of thisworld now. This book was represented how can the world has grown
up. The language styles that writer useto explain it is easy to understand. The particular writer made some
analysis when he makes this book. That's why this book suited all of you.



Teresa Propst:

A lot of guide has printed but it takes a different approach. Y ou can get it by online on social media. Y ou can
choose the most beneficial book for you, science, anusing, novel, or whatever by means of searching from
it. Itisidentified as of book Essentials of Services Marketing (2nd Edition). Y ou can include your
knowledge by it. Without causing the printed book, it may add your knowledge and make an individual
happier to read. It ismost essential that, you must aware about e-book. It can bring you from one spot to
other place.

Lionel Huggins:

Book is one of source of expertise. We can add our know-how fromit. Not only for students but additionally
native or citizen require book to know the up-date information of year to help year. As we know those
textbooks have many advantages. Beside we add our knowledge, could also bring usto around the world. By
book Essentials of Services Marketing (2nd Edition) we can acquire more advantage. Don't you to be
creative people? To get creative person must choose to read a book. Simply choose the best book that
acceptable with your aim. Don't end up being doubt to change your life with this book Essentials of Services
Marketing (2nd Edition). Y ou can more inviting than now.
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