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96 uonsumerHlyingHbehaviorHinHserviceHencountersWHJournalnofnBusinessnResearchUH2022UHcfcUHiggVihk 8.7 1

95 zowHdoHcorporateHsocialHresponsibilityHQuSRRHandHinnovativenessHincreaseHfinancialHgainsqHsH
customerHperspectiveHanalysisWHJournalnofnBusinessnResearchUH2021UHcfbUHficVfic 8.7 1

94 ManagingHsHylobalHRetailHtrandHinHvifferentHMarketslHMetaVsnalysesHofHuustomerHResponsesHtoH
ServiceHwncountersWHJournalnofnRetailingUH2021UH 6.5 3

93 MappingHofHjournalHofHservicesHmarketingHthemeslHaHretrospectiveHoverviewHusingHbibliometricH
analysisWHJournalnofnServicesnMarketingUH2021UHaheadVofVprintUH 4 3

92 zowHcustomerHexperienceHmanagementHreconcilesHstrategyHdifferencesHbetweenHwastHandHWestWH
JournalnofnGlobalnScholarsnofnMarketingnScienceUH2021UHecUHdieVdkg 2.3 0

91 ServiceHResearchHPrioritieslHManagingHandHveliveringHServiceHinHTurbulentHTimesWHJournalnofnServicen
ResearchUH2021UHdfUHedkVege 6 38

90 WhatHcanHweHlearnHfromHLStopzatexorProfitHboycottHregardingHcorporateHsocialHirresponsibilityHandH
corporateHsocialHresponsibilityqWHJournalnofnBusinessnResearchUH2021UHcecUHdciVddh 8.7 2

89 vesigningHsatisfyingHserviceHencounterslHwebsiteHversusHstoreHtouchpointsWHJournalnofnthenAcademyn
ofnMarketingnScienceUH2021UHcVde 12.4 3

88 ’nvestigatingHtheHemergingHuOV’vVckHresearchHtrendsHinHtheHfieldHofHbusinessHandHmanagementlHsH
bibliometricHanalysisHapproachWHJournalnofnBusinessnResearchUH2020UHccjUHdgeVdhc 8.7 214

87 uustomerHdeviancelHsHframeworkUHpreventionHstrategiesUHandHopportunitiesHforHfutureHresearchWH
JournalnofnBusinessnResearchUH2020UHcchUHejiVfbb 8.7 19

86 ViewpointlHgettingHyourHqualitativeHserviceHresearchHpublishedWHJournalnofnServicesnMarketingUH2020UH
efUHcccVcch 4 5

85 ShouldH’HTouchHtheHuustomerqHRethinkingH’nterpersonalHTouchHwffectsHfromHtheHPerspectiveHofHtheH
TouchH’nitiatorWHJournalnofnConsumernResearchUH2020UHfiUHgjjVhbi 6.3 11

84 ureatingHbrandHengagementHthroughHinVstoreHgamifiedHcustomerHexperiencesWHJournalnofnRetailingn
andnConsumernServicesUH2019UHgbUHcddVceb 8.5 37

83 TheHuseHofHelectrodermalHactivityHQwvsRHmeasurementHtoHunderstandHconsumerHemotionsHâ��HsH
literatureHreviewHandHaHcallHforHactionWHJournalnofnBusinessnResearchUH2019UHcbfUHcfhVchb 8.7 34

82 NeuroscienceHinHserviceHresearchlHanHoverviewHandHdiscussionHofHitsHpossibilitiesWHJournalnofnServicen
ManagementUH2019UHebUHhdcVhfk 7.4 19

81 LookHbutHvonâ��tHTouchIHTheH’mpactHofHsctiveH’nterpersonalHzapticHtlockingHonHuompensatoryHTouchH
andHPurchaseHtehaviorWHJournalnofnRetailingUH2019UHkgUHcjhVdbe 6.5 4

80 TheHsbercrombieHOHxitchHwffectlHTheH’mpactHofHPhysicalHvominanceHonHMaleHuustomersPH
StatusVSignalingHuonsumptionWHJournalnofnMarketingnResearchUH2018UHggUHhkVik 5.2 60
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79 ’ncrementalHandHradicalHopenHserviceHinnovationWHJournalnofnServicesnMarketingUH2018UHedUHcbcVccd 4 16

78 ServiceHencountersUHexperiencesHandHtheHcustomerHjourneylHvefiningHtheHfieldHandHaHcallHtoHexpandH
ourHlensWHJournalnofnBusinessnResearchUH2017UHikUHdhkVdjb 8.7 196

77 OrganizationalHcapabilitiesHforHpayVperVuseHservicesHinHproductVorientedHcompaniesWHInternationaln
JournalnofnProductionnEconomicsUH2017UHckdUHcgiVchj 9.3 56

76 NetworkHorchestrationHforHvalueHplatformHdevelopmentWHIndustrialnMarketingnManagementUH2017UH
hiUHcbhVcdc 6.9 74

75 ’nVStoreHyamificationlHTestingHaHLocationVtasedHTreasureHzuntHsppHinHaHRealHRetailingHwnvironmentH
2016UH 9

74 ’dentifyingHcategoriesHofHserviceHinnovationlHsHreviewHandHsynthesisHofHtheHliteratureWHJournalnofn
BusinessnResearchUH2016UHhkUHdfbcVdfbj 8.7 184

73 vefiningHserviceHinnovationlHsHreviewHandHsynthesisWHJournalnofnBusinessnResearchUH2016UHhkUHdjheVdjid 8.7 174

72 wyeVtrackingHcustomersPHvisualHattentionHinHtheHwildlHvynamicHgazeHbehaviorHmoderatesHtheHeffectH
ofHstoreHfamiliarityHonHnavigationalHfluencyWHJournalnofnRetailingnandnConsumernServicesUH2016UHdjUHchgVcib8.5 24

71 xosteringHaHtransVdisciplinaryHperspectivesHofHserviceHecosystemsWHJournalnofnBusinessnResearchUH
2016UHhkUHdkgiVdkhe 8.7 130

70 wnhancingHtheoryHdevelopmentHinHserviceHresearchWHJournalnofnServicenManagementUH2016UHdiUHdVj 7.4 15

69 vevelopingHserviceHresearchHâ��HpavingHtheHwayHtoHtransdisciplinaryHresearchWHJournalnofnServicen
ManagementUH2016UHdiUHkVdb 7.4 39

68 ServiceHinnovationUHrenewalUHandHadoptionarejectionHinHdynamicHglobalHcontextsWHJournalnofnBusinessn
ResearchUH2016UHhkUHdekiVdfbb 8.7 24

67 TheHeffectHofHfrontlineHemployeesâ��HpersonalHselfVdisclosureHonHconsumersâ��HencounterHexperienceWH
JournalnofnRetailingnandnConsumernServicesUH2016UHebUHfbVfk 8.5 14

66 ServiceHmanoeuvresHtoHovercomeHchallengesHofHservitisationHinHaHvalueHnetworkWHProductionnPlanningn
andnControlUH2015UHdhUHccjjVccki 4.3 20

65 zeuristicsHandHresourceHdepletionlHeyeVtrackingHcustomersâ��HinHsituHgazeHbehaviorHinHtheHfieldWHJournaln
ofnBusinessnResearchUH2015UHhjUHkgVcbc 8.7 45

64 StrategicHbrandHmanagementlHsrchetypesHforHmanagingHbrandsHthroughHparadoxesWHJournalnofn
BusinessnResearchUH2015UHhjUHekcVfbf 8.7 20

63 voesHServiceHwmployeesâ��HsppearanceHsffectHtheHzealthinessHofHxoodHuhoiceqWHPsychologynandn
MarketingUH2015UHedUHkfVcbh 3.9 18

62 xreshHperspectivesHonHcustomerHexperienceWHJournalnofnServicesnMarketingUH2015UHdkUHfebVfeg 4 134
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61 uonductingHserviceHresearchHthatHmattersWHJournalnofnServicesnMarketingUH2015UHdkUHfdgVfdk 4 19

60 VisionHQimRpossibleqHTheHeffectsHofHinVstoreHsignageHonHcustomersâ��HvisualHattentionWHJournalnofn
RetailingnandnConsumernServicesUH2014UHdcUHhihVhjf 8.5 50

59 SmallHdetailsHthatHmakeHbigHdifferencesWHJournalnofnServicenManagementUH2014UHdgUHdgeVdif 7.4 153

58 snHwxtendedHMethodHtoHMeasureHOverallHuonsumerHSatisfactionHwithHPackagingWHPackagingn
TechnologynandnScienceUH2014UHdiUHidiViej 2.3 13

57 TheHeffectHofHcustomerHinformationHduringHnewHproductHdevelopmentHonHprofitsHfromHgoodsHandH
servicesWHEuropeannJournalnofnMarketingUH2014UHfjUHcibkVcieb 4.4 24

56 TurningHcustomerHsatisfactionHmeasurementsHintoHactionWHJournalnofnServicenManagementUH2014UHdgUHgghVgic7.4 17

55 ServitizationHofHuapitalHwquipmentHProvidersHinHtheHPulpHandHPaperH’ndustryH2014UHcgcVchf 1

54 snyHwayHgoeslH’dentifyingHvalueHconstellationsHforHserviceHinfusionHinHSMwsWHIndustrialnMarketingn
ManagementUH2013UHfdUHcjVeb 6.9 139

53 RelationshipHuharacteristicsHandHuashHxlowHVariabilitylH’mplicationsHforHSatisfactionUHLoyaltyUHandH
uustomerHPortfolioHManagementWHJournalnofnServicenResearchUH2013UHchUHcdcVcei 6 19

52 LeftHisnPtHalwaysHrightlHplacementHofHpictorialHandHtextualHpackageHelementsWHBritishnFoodnJournalUH
2013UHccgUHcdccVcddg 2.8 21

51 ReasonsHforHhouseholdHfoodHwasteHwithHspecialHattentionHtoHpackagingWHJournalnofnCleanern
ProductionUH2012UHdfUHcfcVcfj 10.3 294

50 uustomerHcoVcreationHinHserviceHinnovationlHaHmatterHofHcommunicationqWHJournalnofnServicen
ManagementUH2012UHdeUHeccVedi 7.4 184

49 LetHtheHmusicHplayHorHnotlHTheHinfluenceHofHbackgroundHmusicHonHconsumerHbehaviorWHJournalnofn
RetailingnandnConsumernServicesUH2012UHckUHggeVghb 8.5 62

48 ’dentifyingHideasHofHattractiveHqualityHinHtheHinnovationHprocessWHTQMnJournalUH2011UHdeUHjiVkk 3.4 17

47 ’deaHgenerationlHcustomerHcoVcreationHversusHtraditionalHmarketHresearchHtechniquesWHJournalnofn
ServicenManagementUH2011UHddUHcfbVcgk 7.4 179

46 uompetitiveHadvantageHthroughHserviceHdifferentiationHbyHmanufacturingHcompaniesWHJournalnofn
BusinessnResearchUH2011UHhfUHcdibVcdjb 8.7 206

45 TheoryHofHattractiveHqualityHandHlifeHcyclesHofHqualityHattributesWHTQMnJournalUH2011UHdeUHdegVdfh 3.4 39

44 TheHinfluenceHofHactiveHandHpassiveHcustomerHbehaviorHonHswitchingHinHcustomerHrelationshipsWH
ManagingnServicenQualityUH2011UHdcUHffjVfhf 23
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43 sHurossVNationalH’nvestigationHintoHtheHMarketingHvepartmentPsH’nfluenceHWithinHtheHxirmlHTowardH
’nitialHwmpiricalHyeneralizationsWHJournalnofnInternationalnMarketingUH2011UHckUHgkVjh 3.9 36

42 uollaborationHwithHuustomersHVHUnderstandingHtheHwffectHofHuustomerVuompanyH’nteractionHinHNewH
ProductHvevelopmentH2011UH 3

41 MatchHorHMismatchlHStrategyVStructureHuonfigurationsHinHtheHServiceHtusinessHofHManufacturingH
uompaniesWHJournalnofnServicenResearchUH2010UHceUHckjVdcg 6 205

40 ServiceHstrategiesHinHaHsupplyHchainWHJournalnofnServicenManagementUH2010UHdcUHfdiVffb 7.4 24

39 zowHtoHcreateHattractiveHandHuniqueHcustomerHexperiencesWHMarketingnIntelligencenandnPlanningUH
2010UHdjUHejgVfbd 3.2 51

38 ServiceH’nnovationHandHuustomerHuoVdevelopmentWHServicenScience:nResearchnandnInnovationsninnthen
ServicenEconomyUH2010UHghcVgii 0.8 30

37 ’mprovingHtheHprerequisitesHforHcustomerHsatisfactionHandHperformanceWHInternationalnJournalnofn
QualitynandnServicenSciencesUH2010UHdUHdekVdgj 1.9 8

36 uustomerHsatisfactionHwithHserviceHrecoveryWHJournalnofnBusinessnResearchUH2009UHhdUHcddbVcddd 8.7 71

35 vegreeHofHserviceVorientationHinHtheHpulpHandHpaperHindustryWHInternationalnJournalnofnServices,n
TechnologynandnManagementUH2009UHccUHdf 0.2 13

34 ManagerialHRecommendationsHforHServiceH’nnovationsHinHvifferentHProductVServiceHSystemsH2009UHdeiVdgk 3

33 uustomerHsatisfactionHinHtheHfirstHandHsecondHmomentsHofHtruthWHJournalnofnProductnandnBrandn
ManagementUH2008UHciUHfheVfif 4.3 32

32 SuccessHxactorsHinHNewHServiceHvevelopmentHandHValueHureationHthroughHServicesH2007UHchgVcje 12

31 UnderstandingHxrequentHSwitchingHPatternsWHJournalnofnServicenResearchUH2007UHcbUHkeVcbj 6 46

30 NonVgeometricHPlackettVturmanHvesignsHinHuonjointHsnalysisH2007UHiiVkd

29 uonjointHsnalysisHasHanH’nstrumentHofHMarketHResearchHPracticeH2007UHeVeb 21

28 OnHtheH’nfluenceHofHtheHwvaluationHMethodsHinHuonjointHvesignHVHSomeHwmpiricalHResultsH2007UHkeVccd 1

27 vefiningHrelationshipHqualityHforHcustomerVdrivenHbusinessHdevelopmentWHJournalnofnServicen
ManagementUH2006UHciUHdbiVdde 20

26 vevelopingHsuccessfulHtechnologyVbasedHserviceslHtheHissueHofHidentifyingHandHinvolvingHinnovativeH
usersWHJournalnofnServicesnMarketingUH2006UHdbUHdjjVdki 4 94
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25 TheHRoleHofHtheHuustomerHinHtheHvevelopmentHProcessWHSeriesnonnTechnologynManagementUH2006UHeeVgh 0.4 8

24 ’nvolvingHuustomersHinHNewHServiceHvevelopmentWHSeriesnonnTechnologynManagementUH2006UH 0.4 32

23 uhallengesHinHNewHServiceHvevelopmentHandHValueHureationHthroughHServiceH2006UHdeVef 1

22 TheHwffectsHofHuustomerHSatisfactionUHRelationshipHuommitmentHvimensionsUHandHTriggersHonH
uustomerHRetentionWHJournalnofnMarketingUH2005UHhkUHdcbVdcj 11 875

21 TheHroleHofHcustomerHclubsHinHrecentHtelecomHrelationshipsWHJournalnofnServicenManagementUH2005UH
chUHfehVfgf 22

20 ServiceHportraitsHinHserviceHresearchlHaHcriticalHreviewWHJournalnofnServicenManagementUH2005UHchUHcbiVcdc 450

19 veterminingHsttributeH’mportanceHinHaHServiceHSatisfactionHModelWHJournalnofnServicenResearchUH2004
UHiUHcdfVcfc 6 134

18 uustomerHclubsHinHaHrelationshipHperspectivelHaHtelecomHcaseWHManagingnServicenQualityUH2004UHcfUHcgiVchj 21

17 zarnessingHtheHureativeHPotentialHamongHUsersSWHJournalnofnProductnInnovationnManagementUH2004UH
dcUHfVcf 7.1 270

16 TheHroleHofHqualityHpracticesHinHserviceHorganizationsWHJournalnofnServicenManagementUH2003UHcfUHdedVdff 67

15 uomparingHcustomerHsatisfactionHacrossHindustriesHandHcountriesWHJournalnofnEconomicnPsychologyUH
2002UHdeUHifkVihk 2.5 83

14 MeasuringHandHmanagingHtheHsatisfactionâ��loyaltyâ��performanceHlinksHatHVolvoWHJournalnofnTargeting,n
MeasurementnandnAnalysisnfornMarketingUH2002UHcbUHdfkVdgj 35

13 TheHevolutionHandHfutureHofHnationalHcustomerHsatisfactionHindexHmodelsWHJournalnofnEconomicn
PsychologyUH2001UHddUHdciVdfg 2.5 542

12 TheHimpactHofHqualityHpracticesHonHcustomerHsatisfactionHandHbusinessHresultslHproductHversusH
serviceHorganizationsWHJournalnofnQualitynManagementUH2001UHhUHgVdi 90

11 TheHeffectsHofHsatisfactionHandHloyaltyHonHprofitsHandHgrowthlHProductsHversusHservicesWHTotalnQualityn
ManagementnandnBusinessnExcellenceUH2000UHccUHkciVkdi 173

10 uustomerHfocusedHserviceHdevelopmentHinHpracticeHâ��HsHcaseHstudyHatHScandinavianHsirlinesHSystemH
QSsSRWHJournalnofnServicenManagementUH1999UHcbUHeffVegj 56

9 uonjointHanalysislHsHusefulHtoolHinHtheHdesignHprocessWHTotalnQualitynManagementnandnBusinessn
ExcellenceUH1999UHcbUHediVefe 45

8 uustomerVorientedHserviceHdevelopmentHatHSsSWHManagingnServicenQualityUH1999UHkUHfbeVfcb 7
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7 TheHnewHqualityHtoolsWHTotalnQualitynManagementnandnBusinessnExcellenceUH1997UHjUHchiVcid 4

6 tridgingHtheHQualityVSatisfactionHyapWHQualitynManagementnJournalUH1997UHfUHdiVfe 2.3 30

5 NewHserviceHdevelopmentHfromHtheHperspectiveHofHvalueHcoVcreationHinHaHserviceHsystemefhVehk

4 sffectiveHuomputingHinHMarketinglHPracticalH’mplicationsHandHResearchHOpportunitiesHsffordedHbyH
wmotionallyH’ntelligentHMachinesWHMarketingnLettersUc 2.3 3

3 uustomerH’ntegrationHinHServiceH’nnovation 5

2 ResponsibleHResearchHinHtusinessHandHManagementHQRRtMRHandHtheH–ournalHofHPublicHPolicyHOH
MarketinglHuonnectedHThroughH’mpactWHJournalnofnPublicnPolicynandnMarketingUbifekcghdccbghg 3.8 1

1 ServiceHResearchHPrioritieslHvesigningHSustainableHServiceHwcosystemsWHJournalnofnServicenResearchUcbkfhibgdccbece6 10
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