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55 ReflectionsNonNcontextNinNserviceNresearchdNJournaloofoServiceoManagementbN2016bNhmbNifcil 7.4 37

54 wNreviewNofNempiricalNinvestigationsNcomparingNqualityNinitiativesNinNmanufacturingNandNserviceN
organizationsdNManagingoServiceoQualitybN2008bNgnbNkmmckoi 37

53 TheNroleNofNqualityNmanagersNinNcontemporaryNorganisationsdNTotaloQualityoManagementoando
BusinessoExcellencebN2011bNhhbNmokcnfl 2.7 36

52 ServiceNcapabilitiesNandNservitizedNSM–NperformancepNcontingencyNonNfirmNagedNInternationaloJournalo
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49 ServiceNInnovationNandNyustomerNyocdevelopmentdNServiceoScience:oResearchoandoInnovationsoinotheo
ServiceoEconomybN2010bNklgckmm 0.8 30

48 HowNtoNconvertNdigitalNofferingsNintoNrevenueNenhancementNâ��NyonceptualizingNbusinessNmodelN
dynamicsNthroughNexplorativeNcaseNstudiesdNIndustrialoMarketingoManagementbN2020bNogbNjhocjjg 6.9 30

47 –xploringNdualitiesNofNserviceNinnovationpNimplicationsNforNserviceNresearchdNJournaloofoServiceso
MarketingbN2015bNhobNjilcjjg 4 28

46 TheNeffectNofNcustomerNinformationNduringNnewNproductNdevelopmentNonNprofitsNfromNgoodsNandN
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31 TwoNroutesNofNserviceNmodularizationpNadvancingNstandardizationNandNcustomizationdNJournaloofo
ServicesoMarketingbN2019bNiibNmicnm 4 11

30 yhangingNqualityNinitiativeNâ��NdoesNtheNqualityNprofileNreallyNchangeudNTotaloQualityoManagementoando
BusinessoExcellencebN2013bNhjbNmocof 2.7 11
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25 TheNRoleNofNtheNyustomerNinNtheNzevelopmentNProcessdNSeriesoonoTechnologyoManagementbN2006bNiickl 0.4 8

24 QualityNmanagementNsystemsNandNvalueNcreationdNInternationaloJournaloofoQualityoandoServiceo
SciencesbN2009bNgbNhjgchkj 1.9 7

23 VisioningNaNhospitalitycorientedNpatientNexperienceNVHOP–WNframeworkNinNhealthNcaredNJournaloofo
ServiceoManagementbN2020bNigbNnlocnnn 7.4 6
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NewNServiceNzevelopmentNinNManufacturingN—irmsNâ��NSimilaritiesNandNzifferencesNwithNNewNServiceN
zevelopmentNandNNewNProductNzevelopmentdNJournaloofoAppliedoManagementoandoEntrepreneurship
bN2014bNgobNikcjo
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21 ViewpointpNgettingNyourNqualitativeNserviceNresearchNpublisheddNJournaloofoServicesoMarketingbN2020bN
ijbNgggcggl 4 5

20 TheNrolesNofNqualityNdepartmentsNandNtheirNinfluenceNonNbusinessNresultsdNTotaloQualityoManagemento
andoBusinessoExcellencebN2021bNihbNnnlcnom 2.7 5

19 ServiceNdesignNasNanNinnovationNapproachNinNtechnologyNstartupspNaNlongitudinalNmultipleNcaseNstudydN
CreativityoandoInnovationoManagementbN2020bNhobNificihi 2.7 4

18 yollaborationNwithNyustomersNcNUnderstandingNtheN–ffectNofNyustomercyompanyNInteractionNinNNewN
ProductNzevelopmentN2011bN 3

17 ServiceNinnovativenessNinNretailingpNIncreasingNtheNrelativeNattractivenessNduringNtheNyOVIzcgoN
pandemicdNJournaloofoRetailingoandoConsumeroServicesbN2022bNlmbNgfholh 8.5 3

16 wnNecosystemNperspectiveNonNserviceNinnovationnkcgfh 3

15 ManagerialNRecommendationsNforNServiceNInnovationsNinNzifferentNProductcServiceNSystemsN2009bNhimchko 3

14 ResearchNonNServicesNinNtheNManufacturingNIndustryNbasedNonNaNHolisticNViewpointNandN
InterdisciplinaryNwpproachN2011bNhmcih 3
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13 ManagingNwNGlobalNRetailNxrandNinNzifferentNMarketspNMetacwnalysesNofNyustomerNResponsesNtoN
ServiceN–ncountersdNJournaloofoRetailingbN2021bN 6.5 3

12 zesigningNsatisfyingNserviceNencounterspNwebsiteNversusNstoreNtouchpointsdNJournaloofotheoAcademyo
ofoMarketingoSciencebN2021bNgchi 12.4 3

11 IncrementalNandNRadicalNServiceNInnovationNinNHealthcaredNServiceoScience:oResearchoandoInnovationso
inotheoServiceoEconomybN2019bNlgoclin 0.8 2

10 xusinessNModelsNforNzigitalNServiceNInfusionNUsingNwINandNxigNzataN2021bNgficggk 2

9 TheNinfluenceNofNplaceNonNhealthccareNcustomerNcreativitydNEuropeanoJournaloofoMarketingbN2019bNkibNgjffcgjhh4.4 1

8 yonsumerNlyingNbehaviorNinNserviceNencountersdNJournaloofoBusinessoResearchbN2022bNgjgbNmkkcmlo 8.7 1

7 ServitizationNofNyapitalN–quipmentNProvidersNinNtheNPulpNandNPaperNIndustryN2014bNgkgcglj 1

6 HowNcustomerNexperienceNmanagementNreconcilesNstrategyNdifferencesNbetweenN–astNandNWestdN
JournaloofoGlobaloScholarsoofoMarketingoSciencebN2021bNigbNhmichok 2.3 0

5 NewNserviceNdevelopmentNfromNtheNperspectiveNofNvalueNcoccreationNinNaNserviceNsystemijlcilo

4 yreatingNtheNPerfectNMatchpNRolesNandNwrchetypesNofNOpenNServiceNInnovationN2019bNgikcglh
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