
A Framework for Analyzing Customer Service Orientations in Manufacturing

Academy of Management Review

14, 75-95

DOI: 10.5465/amr.1989.4279005

Citation Report



Citation Report

2

# Article IF Citations

1 Organization and Customer: Managing Design and Coordination of Services. Academy of Management
Review, 1989, 14, 213-233. 11.7 325

2 Organization and Customer: Managing Design and Coordination of Services. Academy of Management
Review, 1989, 14, 213. 11.7 93

3 An Experiment Designed to Maximize the Profitability of Customer Directed Post-Transaction
Communications. Journal of Technical Writing and Communication, 1991, 21, 397-409. 1.6 1

4 Strategy, structure, and performance of U.S. manufacturing and service MNCs: A comparative analysis.
Strategic Management Journal, 1991, 12, 589-606. 7.3 181

5 Information technology as a service operation. Journal of Information Technology, 1992, 7, 189-201. 3.9 23

6 PERFORMANCE EFFECTS OF THREE FOCI IN SERVICE FIRMS.. Academy of Management Journal, 1992, 35,
985-1009. 6.3 60

7 Information Technology as a Service Operation. Journal of Information Technology, 1992, 7, 189-201. 3.9 13

8 Customer information systems. Information and Management, 1993, 24, 247-255. 6.5 7

9 Stock market reactions to related diversification moves by service firms seeking benefits from
information asymmetry and economies of scope. Strategic Management Journal, 1993, 14, 569-591. 7.3 91

10 Emotional Labor in Service Roles: The Influence of Identity. Academy of Management Review, 1993, 18,
88. 11.7 565

11 Organizational Culture and the Management of Quality. Journal of Managerial Psychology, 1993, 8,
21-27. 2.2 57

12 Emotional Labor in Service Roles: The Influence of Identity. Academy of Management Review, 1993, 18,
88-115. 11.7 1,931

13 Service Firms' International Entry-Mode Choice: A Modified Transaction-Cost Analysis Approach.
Journal of Marketing, 1993, 57, 19. 11.3 638

14 A Winning Service Offer in Car Rental. Management Decision, 1993, 31, . 3.9 7

15 Service Firmsâ€™ International Entry-Mode Choice: A Modified Transaction-Cost Analysis Approach.
Journal of Marketing, 1993, 57, 19-38. 11.3 835

16 MANAGEMENT THEORY AND TOTAL QUALITY: IMPROVING RESEARCH AND PRACTICE THROUGH THEORY
DEVELOPMENT. Academy of Management Review, 1994, 19, 392-418. 11.7 1,049

17 Teaching Customer Service Hands-on: A Sink-or-Swim Experience. Journal of Marketing Education, 1994,
16, 71-80. 2.4 2

18 Management Theory and Total Quality: Improving Research and Practice through Theory Development.
Academy of Management Review, 1994, 19, 392. 11.7 393



3

Citation Report

# Article IF Citations

19 Analysis of job stress profile in the hotel industry. International Journal of Hospitality Management,
1994, 13, 219-231. 8.8 80

20 Operations: From Factory to Service Management. Journal of Service Management, 1994, 5, 49-63. 2.0 79

21 User involvement for effective customization: an empirical study on voice networks. IEEE
Transactions on Engineering Management, 1995, 42, 39-49. 3.5 34

22 Stock market reactions to customer service changes. Strategic Management Journal, 1995, 16, 39-53. 7.3 57

23 The impact of manufacturing flexibility on management control system design. Accounting,
Organizations and Society, 1995, 20, 241-258. 2.8 326

24 Market orientation and innovation. Journal of Business Research, 1996, 35, 93-103. 10.2 639

25 Market pull or legislative push: A framework for strategic ecological reorientation. Scandinavian
Journal of Management, 1996, 12, 305-315. 1.9 13

26 Customer Contributions to Quality: A Different View of the Customer-Oriented Firm. Academy of
Management Review, 1996, 21, 791. 11.7 114

27 Dienstleistungspolitik industrieller Unternehmen. Markt, 1996, 35, 75-85. 0.7 1

28 Customer Contributions to Quality: A Different View of the Customer-Oriented Firm. Academy of
Management Review, 1996, 21, 791-824. 11.7 536

29 Organizational citizenship behavior as a critical link between HRM practices and service quality.
Human Resource Management, 1996, 35, 493-512. 5.8 279

30 Psychological contracts and fairness: The effect of violations on customer service behavior. Journal
of Market-Focused Management, 1996, 1, 49-63. 0.3 23

31
The influence of innovation orientation in human resource management on new product
development: The moderating role of innovation type. Journal of Market-Focused Management, 1996, 1,
87-107.

0.3 14

32 ATTITUDES AND EFFECTIVENESS: EXAMINING RELATIONS AT AN ORGANIZATIONAL LEVEL. Personnel
Psychology, 1996, 49, 853-882. 2.8 286

33 Assessing Organizational Effectiveness in the Service Sector. Services Marketing Quarterly, 1996, 14,
101-116. 0.1 1

34 The Components of Customer Service. Journal of Relationship Marketing, 1996, 2, 5-17. 0.1 1

35 Checking Out Service: Evaluating Excellence, HRM and TQM in Retailing. Work, Employment and
Society, 1997, 11, 481-503. 2.7 77

36 The antecedents of employee commitment to customer service: evidence from a UK. International
Journal of Human Resource Management, 1997, 8, 66-86. 5.3 174



4

Citation Report

# Article IF Citations

37 HR strategies for integrating individuals with disabilities into the work place. Human Resource
Management Review, 1997, 7, 109-138. 4.8 41

38 Consumer Affairs Departments in the United States and the Netherlands: A Comparative Analysis.
Journal of Consumer Policy, 1997, 20, 325-352. 1.3 0

39 SERVâˆ—OR: A managerial measure of organizational service-orientation. Journal of Retailing, 1998, 74,
455-489. 6.2 313

40 Applying the lessons learned from 27 lean manufacturers.. International Journal of Production
Economics, 1998, 55, 223-240. 8.9 171

41 Validation of an instrument to measure service-orientation. Journal of Quality Management, 1998, 3,
211-224. 0.3 18

42 Validity of Customer Service Measures in Personnel Selection: A Review of Criterion and Construct
Evidence. Human Performance, 1998, 11, 1-27. 2.4 150

43 Eight steps to building a businessâ€•toâ€•business relationship. Journal of Business and Industrial
Marketing, 1998, 13, 393-405. 3.0 40

44 â€œLeanâ€• service: in defense of a productionâ€•line approach. Journal of Service Management, 1998, 9,
207-225. 2.0 287

45 Forms of technology and effectiveness of infertility clinics. International Journal of Technology
Management, 1998, 15, 470. 0.5 0

46 Service operations management: return to roots. International Journal of Operations and Production
Management, 1999, 19, 104-124. 5.9 122

47 Role Stress in After-Sales Service Management. Journal of Service Research, 1999, 2, 50-67. 12.2 21

48 Transaction Cost Analysis and the Methodology of Foreign-Market Entry-Mode Studies. Environment
and Planning A, 1999, 31, 575-596. 3.6 4

49 Buyerâ€•seller customer satisfaction: the influence of the environment and customer service. Journal of
Business and Industrial Marketing, 1999, 14, 403-415. 3.0 24

50 ë ˆìŠ¤í† ëž‘ ì¢…ì—…ì›•ì•˜ ì„œë²„ìŠ¤ì§€í–¥ì„± ìž¬ì²ì•˜ ë°• ì˜•í–¥ìš”ì•¸. Journal of Global Academy of Marketing Science, 2000, 5, 43-56.0.8 0

51
Customer Service Behavior and Attitudes among Hotel Managers: A Look at Perceived Support
Functions, Standards for Service, and Service Process Outcomes. Journal of Hospitality and Tourism
Research, 2000, 24, 373-397.

2.9 31

52 Corridors of Influence in the Dissemination of Customer-Oriented Strategy to Customer Contact
Service Employees. Journal of Marketing, 2000, 64, 35-50. 11.3 625

53 Implementing Marketing Strategy Through a Market Orientation. Journal of Marketing Management,
2000, 16, 895-916. 2.3 61

54 Workers and their Customers and Clients. Work and Occupations, 2000, 27, 278-293. 4.4 51



5

Citation Report

# Article IF Citations

55 Customer service employeesâ€™ behavioral intentions and attitudes: an examination of construct
validity and a path model. International Journal of Hospitality Management, 2000, 19, 53-77. 8.8 109

56 An empirical investigation of the impact of nonâ€•verbal communication on service evaluation. European
Journal of Marketing, 2000, 34, 384-398. 2.9 119

57 Organizational values, work norms, and relational role behaviours: an empirical retail assessment.
International Review of Retail, Distribution and Consumer Research, 2000, 10, 401-416. 2.0 5

58 Front-line responses to customer orientation programmes: a theoretical and empirical analysis.
International Journal of Human Resource Management, 2000, 11, 562-590. 5.3 102

59 Stepping into the kitchen: lay clients as co-producers of a professional service. International Journal
of Human Resource Management, 2000, 11, 617-634. 5.3 9

60 Foreign ownership of equity joint ventures in China: a pooled cross-sectionâ€“time series analysis.
Journal of Business Research, 2001, 52, 123-133. 10.2 35

61 Customer satisfaction in industrial markets: dimensional and multiple role issues. Journal of Business
Research, 2001, 52, 15-33. 10.2 204

62 Using qualitative research to refine service quality models. Qualitative Market Research, 2001, 4,
217-223. 1.5 20

63 The impact of time-based manufacturing practices on mass customization and value to customer.
Journal of Operations Management, 2001, 19, 201-217. 5.2 221

64 Title is missing!. Journal of Business and Psychology, 2001, 15, 605-620. 4.0 29

65 Service strategies within the manufacturing sector: benefits, costs and partnership. Journal of
Service Management, 2001, 12, 451-475. 2.0 480

66 Service Orientation of a Retailer's Business Strategy: Dimensions, Antecedents, and Performance
Outcomes. Journal of Marketing, 2002, 66, 86-101. 11.3 388

67 Managing Service Organizations: Does Having a â€œThingâ€• Make a Difference?. Journal of Management,
2002, 28, 447-469. 9.3 197

68 Foreign ownership structure of service equity joint ventures in China. Journal of Service
Management, 2002, 13, 181-201. 2.0 8

70 Managing multiple dimensions of manufacturing performance â€” an exploratory study. Accounting,
Organizations and Society, 2002, 27, 497-529. 2.8 138

71 Managing Service Organizations: Does Having a â€œThingâ€• Make a Difference?. Journal of Management,
2002, 28, 447-469. 9.3 52

72 Title is missing!. Journal of Business and Psychology, 2002, 16, 467-476. 4.0 41

73 Quality and effectiveness in Web-based customer support systems. Information and Management, 2003,
40, 757-768. 6.5 333



6

Citation Report

# Article IF Citations

74 The Role of Soft Factors in Implementing a Service-Oriented Strategy in Industrial Marketing
Companies. Journal of Business-to-Business Marketing, 2003, 10, 23-51. 1.5 195

75 A Multilevel Investigation of Factors Influencing Employee Service Performance and Customer
Outcomes. Academy of Management Journal, 2004, 47, 41-58. 6.3 55

76 Dispositional Antecedents and Consequences of Emotional Labor at Work. Journal of Leadership and
Organizational Studies, 2004, 10, 12-25. 4.0 73

77 Measuring Modularity-Based Manufacturing Practices and Their Impact on Mass Customization
Capability: A Customer-Driven Perspective. Decision Sciences, 2004, 35, 147-168. 4.5 251

78 A MULTILEVEL INVESTIGATION OF FACTORS INFLUENCING EMPLOYEE SERVICE PERFORMANCE AND
CUSTOMER OUTCOMES.. Academy of Management Journal, 2004, 47, 41-58. 6.3 775

79 What experts say about managing hospitality service delivery systems. International Journal of
Contemporary Hospitality Management, 2004, 16, 394-401. 8.0 47

80 A marketingâ€•relevant framework for understanding service worker productivity. Journal of Services
Marketing, 2004, 18, 303-317. 3.0 19

81 Overcoming the Service Paradox in Manufacturing Companies. European Management Journal, 2005, 23,
14-26. 5.1 753

82 The barriers to customer responsive supply chain management. International Journal of Operations
and Production Management, 2005, 25, 242-260. 5.9 90

84 The impact of supplyâ€•chain management capabilities on business performance. Supply Chain
Management, 2005, 10, 179-191. 6.4 189

85 Effect of service orientation on job satisfaction, organizational commitment, and intention of leaving
in a casual dining chain restaurant. International Journal of Hospitality Management, 2005, 24, 171-193. 8.8 260

86 Service orientation and performance: an organizational perspective. Journal of Services Marketing,
2006, 20, 136-147. 3.0 184

87 Accounting Stakeholders' Perceptions of Accountants' Job Performance and Motivation. SSRN
Electronic Journal, 2006, , . 0.4 1

88 Customer-Centric IS Application Development: Lessons From a Case of Developing an Online Auction
Site. Communications of the Association for Information Systems, 2006, 18, . 0.9 6

89 The role of logistics in strategic management. International Journal of Integrated Supply Management,
2006, 2, 356. 0.3 8

90 A process oriented approach to the service concepts. , 2006, , . 6

91 Development and validation of the hospitality emotional labor scale. Tourism Management, 2006, 27,
1181-1191. 9.8 178

92 Buyerâ€“supplier collaborative relationships: Beyond the normative accounts. Journal of Purchasing
and Supply Management, 2006, 12, 236-245. 5.7 61



7

Citation Report

# Article IF Citations

93 Success factors for achieving high service revenues in manufacturing companies. Benchmarking, 2006,
13, 374-386. 4.6 119

94 Management Accounting and Operations Management: Understanding the Challenges from Integrated
Manufacturing. Handbooks of Management Accounting Research, 2006, , 729-752. 0.3 11

95 The relationship of organisational culture with productivity and quality. Employee Relations, 2007,
29, 677-695. 2.4 55

96 The impact of service offerings on service-related performance outcomes. International Journal of
Services, Technology and Management, 2007, 8, 123. 0.1 11

97 Customer orientation and performance outcomes in supply chain management. Journal of Enterprise
Information Management, 2007, 20, 578-594. 7.5 71

98 Antecedents of communication quality during the new service development process of corporate
financial services. International Journal of Financial Services Management, 2007, 2, 192. 0.1 0

99 The logic for increasing service revenue in product manufacturing companies. International Journal
of Services and Operations Management, 2007, 3, 394. 0.2 14

100 Differences in orientations between Western European and Chinese service organizations. Asia Pacific
Journal of Marketing and Logistics, 2007, 19, 363-379. 3.2 9

101 An Investigation of Antecedents for the Development of Customer Support Services in Manufacturing
Companies. Journal of Business-to-Business Marketing, 2007, 14, 59-96. 1.5 75

102 An investigation of the relationship between behavioral processes, motivation, investments in the
service business and service revenue. Industrial Marketing Management, 2007, 36, 337-348. 6.7 194

103 Delineating the "Ease of Doing Business" Construct within the Supplier?Customer Interface. Journal
of Supply Chain Management, 2007, 43, 29-38. 10.2 9

104 Identifying service strategies in product manufacturing companies by exploring environmentâ€“strategy
configurations. Industrial Marketing Management, 2008, 37, 278-291. 6.7 266

105 Organizational antecedents to and consequences of service business orientations in manufacturing
companies. Journal of the Academy of Marketing Science, 2008, 36, 337-358. 11.2 205

106 The role of service embeddedness in the internationalisation process of manufacturing firms.
International Business Review, 2008, 17, 442-451. 4.8 15

107 Exploring the Effect of Cognitive Biases on Customer Support Services. Creativity and Innovation
Management, 2008, 17, 58-70. 3.3 19

108 Robust management policies for positioning pharmacies as healthcare service providers. European
Management Journal, 2008, 26, 175-187. 5.1 16

109 How Service Agents Manage the Personâ€”Role Interface. Group and Organization Management, 2008, 33,
5-45. 4.4 40

110 In search of â€˜product-serviceâ€™: evidence from aerospace, construction, and engineering. Service
Industries Journal, 2008, 28, 861-875. 8.3 48



8

Citation Report

# Article IF Citations

111 Interactions in Expert Service Work. Journal of Contemporary Ethnography, 2008, 37, 108-131. 1.7 86

112 Recognizing the Emotional Element in Service Excellence. Cornell Hospitality Quarterly, 2008, 49,
310-316. 3.8 60

113 Capturing the aftermarket in engineering organizations: Opportunities and challenges. , 2008, , . 1

114 Structural relationships among organisation service orientation, employee service performance, and
consumer identification. Service Industries Journal, 2008, 28, 1247-1263. 8.3 26

115 Service productivity gains through information and communication technology applications: a
service marketing approach. International Journal of Knowledge Management Studies, 2008, 2, 4. 0.3 9

116 Employee customer orientation in manufacturing organizations: Joint influences of customer
proximity and the senior leadership team.. Journal of Applied Psychology, 2008, 93, 317-328. 5.3 87

117 A methodology to measure the value of services provided to customers in manufacturing firms.
Measuring Business Excellence, 2008, 12, 3-15. 2.4 65

118 A Service-Dominant Logic for Management Education: It's Time. Academy of Management Learning and
Education, 2008, 7, 224-243. 2.5 38

119 Displayed emotions to patronage intention: consumer response to contact personnel performance.
Service Industries Journal, 2009, 29, 317-329. 8.3 48

120 Service orientation: antecedents, outcomes, and implications for hospitality research and practice.
Service Industries Journal, 2009, 29, 1413-1435. 8.3 88

121 Introduction to Product/Service-System Design. , 2009, , . 65

122 Examining the Consequences in the Tendency to Suppress and Reappraise Emotions on Task-Related Job
Performance. Human Performance, 2009, 22, 23-43. 2.4 50

123 Integrating products and services through life: an aerospace experience. International Journal of
Operations and Production Management, 2009, 29, 520-538. 5.9 146

124 SERVICEâ€•BASED MANUFACTURING: THE SERVICE FACTORY. Production and Operations Management, 1992, 1,
175-184. 3.8 49

125 Seven challenges to combining human and automated service. Canadian Journal of Administrative
Sciences, 2009, 26, 267-285. 1.5 13

126 Examining the Impact of Servant Leadership on Sales Force Performance. Journal of Personal Selling
and Sales Management, 2009, 29, 257-275. 2.8 164

127 Service Orientation of Organizational Structures. Journal of Relationship Marketing, 2009, 8, 103-126. 4.4 36

128 Customer serviceâ€•orientation of small retail business owners in Austria, The Czech Republic, Hungary,
Latvia, Slovakia, and Slovenia. Baltic Journal of Management, 2009, 4, 251-268. 2.2 31



9

Citation Report

# Article IF Citations

129 Degree of service-orientation in the pulp and paper industry. International Journal of Services,
Technology and Management, 2009, 11, 24. 0.1 16

130 Voyage of marketing thought from a barter system to a customer centric one. Marketing Intelligence
and Planning, 2009, 27, 567-614. 3.5 33

131 Management policies of Swiss productâ€•manufacturing companies: critical factors in international
competition (Part 1). Business Strategy Series, 2009, 10, 111-120. 0.4 4

132 Organisational structures for the service business in product-oriented companies. International
Journal of Services, Technology and Management, 2009, 11, 64. 0.1 5

133 An attentionâ€•based view on service orientation in the business strategy of manufacturing companies.
Journal of Managerial Psychology, 2009, 24, 79-98. 2.2 59

134 Examining the future of retail banking: Predicting the essentials of advocacy in customer experience.
Journal of Direct, Data and Digital Marketing Practice, 2009, 10, 307-328. 0.3 8

135 The effectiveness of flexible manufacturing strategies. International Journal of Productivity and
Performance Management, 2009, 58, 119-135. 3.7 19

136 Does organisational support promote citizenship? The moderating role of market-focused HRM.
Service Industries Journal, 2010, 30, 1077-1095. 8.3 17

137 Benefits and uncertainties of performanceâ€•based contracting in manufacturing industries. Journal of
Service Management, 2010, 21, 460-489. 7.2 102

138 Clarifying the concept of performanceâ€•based contracting in manufacturing industries. Journal of
Service Management, 2010, 21, 625-655. 7.2 100

139 The Informal Corporate Identity Communication Process. Corporate Reputation Review, 2010, 13, 157-171. 1.7 9

140 Exploitation or exploration in service business development?. Journal of Service Management, 2010, 21,
591-624. 7.2 160

141 Concurrent and disconnected change programmes: strategies in support of servitization and the
implementation of business partnering. Human Resource Management Journal, 2010, 20, 258-276. 5.7 36

142 Relative CEO Underpayment and CEO Behaviour Towards R&amp;D Spending. Journal of Management
Studies, 2010, 47, 1095-1122. 8.3 58

143 Impact of Service Orientation on Frontline Employee Service Performance and Consumer Response.
International Journal of Marketing Studies, 2010, 2, . 0.4 6

144 Service innovations in manufacturing firms. Managing Service Quality, 2010, 20, 161-175. 2.4 73

145 Competing through Services: Service Migration of Information Technology Product Vendors. , 2010, , . 1

146 The Effects of Machiavellianism on Employee's Political Behavior and Career Development: The
Moderating Role of Emotional Labor. , 2010, , . 0



10

Citation Report

# Article IF Citations

147 Match or Mismatch: Strategy-Structure Configurations in the Service Business of Manufacturing
Companies. Journal of Service Research, 2010, 13, 198-215. 12.2 248

148 THE RELATIONSHIP BETWEEN AN INNOVATION ORIENTATION AND COMPETITIVE STRATEGY. International
Journal of Innovation Management, 2010, 14, 331-357. 1.2 84

149 The role of modularity and integration in enhancing manufacturing performance. Journal of
Manufacturing Technology Management, 2010, 21, 818-838. 6.4 15

150 Exploring the interrelationship among patterns of service strategy changes and organizational design
elements. Journal of Service Management, 2010, 21, 103-129. 7.2 56

151 Service business development in small and medium capital goods manufacturing companies. Managing
Service Quality, 2010, 20, 123-139. 2.4 53

152 The impact of service orientation in corporate culture on business performance in manufacturing
companies. Journal of Service Management, 2010, 21, 237-259. 7.2 98

153 Service strategies in a supply chain. Journal of Service Management, 2010, 21, 427-440. 7.2 28

154 An organizational model for understanding internationalization processes. Journal of International
Business Studies, 2010, 41, 330-349. 7.3 72

155 A framework for determinants of transition from a manufacturer to a service provider. , 2010, , . 0

156 Service Design and Delivery. Service Science: Research and Innovations in the Service Economy, 2011, , . 1.1 5

157 When Exporting Manufacturers Compete on the Basis of Service: Resources and Marketing Capabilities
Driving Service Advantage and Performance. Journal of International Marketing, 2011, 19, 40-58. 4.4 64

158 Spare parts logistics for the Chinese market. Benchmarking, 2011, 18, 748-768. 4.6 7

159 Exploring the contribution of management innovation to the evolution of dynamic capabilities.
Industrial Marketing Management, 2011, 40, 1238-1250. 6.7 103

160 Separate or Integrate? Assessing the Impact of Separation between Product and Service Business on
Service Performance in Product Manufacturing Firms. SSRN Electronic Journal, 0, , . 0.4 0

161 Customer Empowerment in New Product Development*. Journal of Product Innovation Management,
2011, 28, 17-32. 9.5 386

162 Hybrid value creation: a systematic review ofÂ anÂ evolving research area. Journal FÃ¼r
Betriebswirtschaft, 2011, 61, 3-35. 1.2 106

163 Organizing customer-oriented service business in manufacturing. Operations Management Research,
2011, 4, 74-84. 8.5 41

164 Integrating attachment style, vigor at work, and extraâ€•role performance. Journal of Organizational
Behavior, 2011, 32, 464-484. 4.7 99



11

Citation Report

# Article IF Citations

165 Industrial services, product innovations, and firm profitability: A multiple-group latent growth curve
analysis. Industrial Marketing Management, 2011, 40, 661-670. 6.7 172

166 Global approaches to the service business in manufacturing companies. Journal of Business and
Industrial Marketing, 2011, 26, 472-483. 3.0 29

167 Aligning industrial services with strategies and sources of market differentiation. Journal of
Business and Industrial Marketing, 2011, 26, 332-343. 3.0 35

168 Exploring the alignment between service strategy and service innovation. Journal of Service
Management, 2011, 22, 664-683. 7.2 68

169 Service orientation: the derivation of underlying constructs and measures. International Journal of
Operations and Production Management, 2012, 32, 156-190. 5.9 44

170 Serviceâ€•driven manufacturing. Journal of Service Management, 2012, 23, 120-136. 7.2 133

171 Rigor in qualitative supply chain management research. International Journal of Physical Distribution
and Logistics Management, 2012, 42, 804-827. 7.4 25

172 Service transition: finding the right position on the goods-to-services continuum. International
Journal of Modelling in Operations Management, 2012, 2, 69. 0.0 15

173 Strategy, structure, and channel for global leaders of industrial service: a flow chart analysis of the
expanded value network. International Journal of Services, Technology and Management, 2012, 17, 138. 0.1 0

174 Telemedicine: Technology mediated service relationship, encounter, or something else?. International
Journal of Medical Informatics, 2012, 81, 622-636. 3.3 43

175 An overview on service operations management. , 2012, , . 0

176
A RESOURCE-BASED PERSPECTIVE ON THE RELATIONSHIP BETWEEN SERVICE DIVERSIFICATION AND FIRM
PERFORMANCE: EVIDENCE FROM ITALIAN FACILITY MANAGEMENT FIRMS. Journal of Business Economics
and Management, 2012, 13, 567-585.

2.4 8

177 Customerâ€•focused and serviceâ€•focused orientation in organizational structures. Journal of Business
and Industrial Marketing, 2012, 27, 527-537. 3.0 103

178
Separate or Integrate? Assessing the Impact of Separation Between Product and Service Business on
Service Performance in Product Manufacturing Firms. Journal of Business-to-Business Marketing,
2012, 19, 309-334.

1.5 88

179 Relationship between HEXACO personality factors and emotional labour of service providers in the
tourism industry. Tourism Management, 2012, 33, 116-125. 9.8 50

180 When we are onstage, we smile: The effects of emotional labor on employee work outcomes.
International Journal of Hospitality Management, 2012, 31, 906-915. 8.8 121

181 An Attribution Approach to Consumer Evaluations in Logistics Customer Service Failure Situations.
Journal of Supply Chain Management, 2012, 48, 51-71. 10.2 49

182 Customer Roles in Service Supply Chains and Opportunities for Innovation. Journal of Supply Chain
Management, 2012, 48, 30-50. 10.2 117



12

Citation Report

# Article IF Citations

183 The Effects of Service Orientation, Technology Orientation and Open Innovation on the Performance
of Software-intensive Service Businesses. , 2012, , . 6

186 Another Performance Paradox?: A Refined View on the Performance Impact of Servitization. SSRN
Electronic Journal, 0, , . 0.4 16

187 Technological Innovation, Organizational Change and Product Related Services. SSRN Electronic
Journal, 0, , . 0.4 2

188 Servitization: Disentangling the Impact of Service Business Model Innovation on the Performance of
Manufacturing Firms. SSRN Electronic Journal, 0, , . 0.4 7

189 Culture, employee work outcomes and performance: An empirical analysis of Indian software firms.
Journal of World Business, 2012, 47, 194-203. 7.7 40

190 Moving from products to solutions: Strategic approaches for developing capabilities. European
Management Journal, 2013, 31, 390-409. 5.1 166

191 Servitization: Disentangling the impact of service business model innovation on manufacturing firm
performance. Journal of Operations Management, 2013, 31, 169-180. 5.2 530

192 Missing link in the service profit chain: A meta-analytic review of the antecedents, consequences, and
moderators of service climate.. Journal of Applied Psychology, 2013, 98, 237-267. 5.3 290

193 Does job creativity requirement improve service performance? A multilevel analysis of work stress
and service environment. International Journal of Hospitality Management, 2013, 35, 161-170. 8.8 57

194 Attachment and Autonomy in the Workplace. Journal of Career Assessment, 2013, 21, 502-518. 2.5 34

195 Emotional labor's impact in a retail environment. Journal of Business Research, 2013, 66, 2338-2345. 10.2 25

196 The impact of emotional labor in a retail environment. Journal of Business Research, 2013, 66, 670-677. 10.2 37

197 Steering Manufacturing Firms towards Service Business Model Innovation. California Management
Review, 2013, 56, 100-123. 6.3 124

198 Choice of entry mode into a foreign market. Kybernetes, 2013, 42, 800-814. 2.2 5

199 A lean approach for service productivity improvements: synergy or oxymoron?. Managing Service
Quality, 2013, 23, 291-304. 2.4 56

200 Thematic elements underlying the delivery of services in high-contact public service encounters.
Production Planning and Control, 2013, 24, 532-545. 8.8 18

201
An Exploratory Examination of Supervisor Undermining, Employee Involvement Climate, and the
Effects on Customer Perceptions of Service Quality in Quick-Service Restaurants. Journal of
Hospitality and Tourism Research, 2013, 37, 29-50.

2.9 22

202 Assessing relationship quality and its key constructs from a rival models approach. Management
Research, 2013, 11, 113-132. 0.7 2



13

Citation Report

# Article IF Citations

203 Store managers, profitability and satisfaction in multi-unit enterprises. Journal of Services Marketing,
2013, 27, 207-222. 3.0 13

204 Impact of Product Characteristics on Supply Chains. International Journal of Applied Logistics, 2013, 4,
35-59. 0.7 8

205 Servitization: Disentangling the Impact of Service Business Model Innovation on Manufacturing Firm
Performance. SSRN Electronic Journal, 0, , . 0.4 3

206 Steering Manufacturing Firms Towards Service Business Model Innovation: Embracing Indicators that
Reflect Market Performance. SSRN Electronic Journal, 0, , . 0.4 1

207 Individual Differences in Work-Related Well-Being: The Role of Attachment Style. Europe's Journal of
Psychology, 2014, 10, 694-711. 1.3 7

208 An investigation on the effect of cognitive emotion regulation strategies on job satisfaction.
Management Science Letters, 2014, 4, 1315-1324. 1.5 5

209 Enhancing service innovation in a business-to-business context. International Journal of Quality and
Service Sciences, 2014, 6, 290-308. 2.4 14

210 What Leadership Pattern can be Observed in IPS2 Work Systems when Compared with Production and
Service?. Procedia CIRP, 2014, 16, 277-282. 1.9 7

211 Organizational Service Orientation: A Short-Form Version of the SERV*OR Scale. Services Marketing
Quarterly, 2014, 35, 155-172. 1.1 7

212 Use of services to support the business of a project-based firm. IEEE Engineering Management Review,
2014, 42, 63-79. 1.3 0

213 Revenue and Profit Implications of Industrial Service Strategies. Journal of Service Research, 2014, 17,
23-39. 12.2 241

214 Does standardized service fit all?. International Journal of Contemporary Hospitality Management,
2014, 26, 1341-1363. 8.0 38

215 Risk Management Model of Servitization: A Business Model Perspective. , 2014, , . 1

216 A process model of product service supply chains. Production Planning and Control, 2014, 25,
1091-1106. 8.8 25

217 Strategic customer service orientation, lean manufacturing practices and performance outcomes.
Journal of Service Management, 2014, 25, 699-723. 7.2 67

218 An Interdisciplinary Perspective on Education Service Systems. IFIP Advances in Information and
Communication Technology, 2014, , 126-134. 0.7 0

219 Transitioning from product to service-led growth in manufacturing firms: Emergent challenges in
selecting and managing the industrial sales force. Industrial Marketing Management, 2014, 43, 113-125. 6.7 165

220 A Service Climate Synthesis and Future Research Agenda. Journal of Service Research, 2014, 17, 5-22. 12.2 223



14

Citation Report

# Article IF Citations

221 The Waiter Spit in My Soup! Antecedents of Customer-Directed Counterproductive Work Behavior.
Human Performance, 2014, 27, 262-281. 2.4 36

222 Servitization in Industry. , 2014, , . 32

223 Exploring boundary-spanning practices among creativity managers. Management Decision, 2015, 53,
786-808. 3.9 25

224 Service orientation: changing in Tunisian industrial firms. International Journal of Strategic Change
Management, 2015, 6, 1. 0.7 0

225 How Leadership Styles Influence Commitment to Service Quality (CSQ): A Case Study of Hospitals of
Sindh Pakistan. Mediterranean Journal of Social Sciences, 2015, , . 0.2 3

226 Firm Transitions from Products to Services and Mode of Entry. , 2015, , . 0

227 The role of emotional intelligence and emotional labor among frontline employees in casino hotel
Macao. International Journal of Tourism Sciences, 2015, 15, 44-58. 1.2 10

228 Service embeddedness and its role in a firmâ€™s internationalisation process. International Journal of
Operations and Production Management, 2015, 35, 346-369. 5.9 7

229 Adding services to product-based portfolios. Journal of Service Management, 2015, 26, 372-393. 7.2 48

230 Service Research Priorities in a Rapidly Changing Context. Journal of Service Research, 2015, 18, 127-159. 12.2 1,065

231 Influence of organizational elements on manufacturing firms' service-enhancement: An empirical
study based on Chinese ICT industry. Technology in Society, 2015, 43, 183-190. 9.4 19

232 Impact of Technical Support on Customer Satisfaction. SAGE Open, 2015, 5, 215824401561145. 1.7 8

233 Examination of Factors Affecting Hotel Employeesâ€™ Service Orientation. Journal of Hospitality and
Tourism Research, 2015, 39, 437-468. 2.9 35

234 The Role of Location as a Selection Criterion in FDI: The Case of SMEs in Greece. Journal of East-West
Business, 2015, 21, 233-255. 0.7 4

236 An empirical study of servitization paradox in China. Journal of High Technology Management
Research, 2015, 26, 66-76. 4.9 44

237 A Delphi study to explore the adoption of servitization in UK companies. Production Planning and
Control, 2015, 26, 1171-1187. 8.8 58

238 Customer involvement and service firm internationalization performance: An integrative framework.
Journal of International Business Studies, 2015, 46, 355-380. 7.3 47

239 The Role of Customer Orientation in the Relationship Between Manager Communications and
Customer Satisfaction. Journal of Hospitality and Tourism Research, 2016, 40, 198-209. 2.9 10



15

Citation Report

# Article IF Citations

240 Do customized service packages impede value capture in industrial markets?. Journal of the Academy of
Marketing Science, 2016, 44, 151-165. 11.2 34

242 Social business adoption. Business Information Review, 2016, 33, 28-39. 0.7 13

243 Matching Service Offerings and Product Operations: A Key to Servitization Success. Research
Technology Management, 2016, 59, 29-36. 0.8 24

244 Path dependence as a barrier to business model change in manufacturing firms: insights from a
multiple-case study. Journal of Business Economics, 2016, 86, 611-645. 1.9 21

245 Effect of service integration strategy on industrial firm performance. Journal of Service Management,
2016, 27, 391-430. 7.2 34

246 Corporate culture and firm performance: a service-oriented perspective. International Journal of
Managerial and Financial Accounting, 2016, 8, 109. 0.3 12

247 Only the Brave: Product Innovation, Service Business Model Innovation, and Their Impact on
Performance. Journal of Product Innovation Management, 2016, 33, 36-52. 9.5 319

248 The customer is king: culture-based unintended consequences of modern marketing. Journal of
Consumer Marketing, 2016, 33, 193-201. 2.3 44

249 A model of turnover-based disruption in customer services. Human Resource Management Review,
2016, 26, 25-36. 4.8 41

250 Social platform innovation of open source hardware in South Korea. Telematics and Informatics,
2016, 33, 217-226. 5.8 15

251 Critical meta-analysis of servitization research: Constructing a model-narrative to reveal
paradigmatic assumptions. Industrial Marketing Management, 2017, 60, 89-100. 6.7 90

252 Servitization and deservitization: Overview, concepts, and definitions. Industrial Marketing
Management, 2017, 60, 4-10. 6.7 359

253 Leadership style and service orientation: the catalytic role of employee engagement. Journal of Service
Theory and Practice, 2017, 27, 292-310. 3.2 37

254 Service orientation as a strategic marketing tool: the moderating effect of business sector.
Competitiveness Review, 2017, 27, 40-61. 2.6 14

255 Organizational service orientation and job satisfaction. EuroMed Journal of Business, 2017, 12, 73-86. 3.2 10

256 Capability antecedents and performance outcomes of servitization. International Journal of
Operations and Production Management, 2017, 37, 444-467. 5.9 118

257 Achieving requisite variety in modeling firms' strategy heterogeneities: Explaining paradoxical
firm-market performances. Industrial Marketing Management, 2017, 65, 100-128. 6.7 21

258 Should everybody be in services? The effect of servitization on manufacturing firm performance.
Journal of Economics and Management Strategy, 2017, 26, 820-841. 0.8 119



16

Citation Report

# Article IF Citations

259 Hospitality Employeesâ€™ Future Expectations: Dissatisfaction, Stress, and Burnout. International
Journal of Hospitality and Tourism Administration, 2017, 18, 459-473. 2.5 24

260 Personâ€“environment fit and its effects on employeesâ€™ emotions and self-rated/supervisor-rated
performances. International Journal of Contemporary Hospitality Management, 2017, 29, 1447-1467. 8.0 29

261 Exploring the dynamic capabilities required for servitization. Business Process Management Journal,
2017, 23, 226-247. 4.2 30

262 Exploring the journey to services. International Journal of Production Economics, 2017, 192, 66-80. 8.9 103

263 Organizational capabilities for pay-per-use services in product-oriented companies. International
Journal of Production Economics, 2017, 192, 157-168. 8.9 82

264 What brings the value to outcome-based contract providers? Value drivers in outcome business
models. International Journal of Production Economics, 2017, 192, 169-181. 8.9 105

265 Territorial servitization: Exploring the virtuous circle connecting knowledge-intensive services and
new manufacturing businesses. International Journal of Production Economics, 2017, 192, 19-28. 8.9 117

266 Which Competitive Advantage(s)? Competitive Advantageâ€“Market Performance Relationships in
International Markets. Journal of International Marketing, 2017, 25, 25-49. 4.4 59

267 Servitization Strategy: Key Features and Implementation Issues. Studies in Managerial and Financial
Accounting, 2017, , 37-110. 0.2 3

269 Service growth in product firms: Past, present, and future. Industrial Marketing Management, 2017, 60,
82-88. 6.7 242

270 Strategy map of servitization. International Journal of Production Economics, 2017, 192, 144-156. 8.9 177

271 Optimal distinctiveness: Broadening the interface between institutional theory and strategic
management. Strategic Management Journal, 2017, 38, 93-113. 7.3 272

272 Moderating role of product type in the relationship between e-retailer service attributes and
customer satisfaction. International Journal of Electronic Marketing and Retailing, 2017, 8, 316. 0.2 1

273 Towards a multi-level servitization framework. International Journal of Operations and Production
Management, 2018, 38, 810-827. 5.9 44

274 Procedural corruption in the North American hotel industry. International Journal of Hospitality
Management, 2018, 72, 154-167. 8.8 4

275 Computing with Words in Modeling Firmsâ€™ Paradoxical Performances. Advances in Business Marketing
and Purchasing, 2018, , 155-236. 0.3 1

276 Changes in the intellectual basis of servitization research: A dynamic analysis. Journal of Engineering
and Technology Management - JET-M, 2018, 48, 1-14. 2.7 15

277 A multilevel model of care flow. Organizational Psychology Review, 2018, 8, 31-69. 4.3 5



17

Citation Report

# Article IF Citations

278 Export Performance: Is It Possible through Knowledge and Capabilities? Evidence from Turkish
Manufacturing Firms. Journal of Global Marketing, 2018, 31, 180-196. 3.4 8

279 Impact of operational innovations on customer loyalty in the healthcare sector. Service Business,
2018, 12, 575-600. 4.2 25

280
Financial performance of servitized manufacturing firms: A configuration issue between servitization
strategies and customer-oriented organizational design. Industrial Marketing Management, 2018, 71,
54-68.

6.7 53

281 The environment-strategy-structure fit and performance of industrial servitized SMEs. Journal of
Service Management, 2018, 29, 301-328. 7.2 28

282 Exploring the microfoundations of servitization: How individual actions overcome organizational
resistance. Journal of Business Research, 2018, 88, 328-336. 10.2 67

283 Considering the consumer in the design of a supply chain of perishables. International Food and
Agribusiness Management Review, 2018, 21, 525-542. 1.4 4

284 Building a customer-focused culture in organisations: developing 7Cs model. International Journal of
Business Excellence, 2018, 16, 199. 0.3 6

285 Service and customer orientation of corporate culture in a French manufacturing SME. Procedia
CIRP, 2018, 73, 91-95. 1.9 6

286 The role of customer readiness and participation in non-technology-based service delivery. Journal of
Consumer Marketing, 2018, 35, 588-600. 2.3 10

287 Servitization as a competitive difference in humanitarian logistics. Journal of Humanitarian Logistics
and Supply Chain Management, 2018, 8, 497-517. 2.8 25

288 Emotional Labor and Organizational Commitment Among South Korean Public Service Employees.
Social Behavior and Personality, 2018, 46, 1191-1200. 0.6 4

289 Customer experience challenges: bringing together digital, physical and social realms. Journal of
Service Management, 2018, 29, 776-808. 7.2 435

290 â€œOutside inâ€•: Global demand heterogeneity and dynamic capabilities of multinational enterprises.
Journal of International Business Studies, 2022, 53, 709-722. 7.3 21

291 Does public entrepreneurial financing contribute to territorial servitization in manufacturing and
KIBS in the United States?. Regional Studies, 2019, 53, 341-355. 4.4 17

292 Interactive effects of organizational goal orientations on bank-employeeâ€™s behavior. International
Journal of Bank Marketing, 2019, 37, 402-425. 6.4 9

293 The internal ecosystem of high performance work system and employee service-providing capability: A
contingency approach for servitizing firms. Journal of Business Research, 2019, 104, 402-410. 10.2 23

294 Measuring customer-oriented product returns service performance. International Journal of
Logistics Management, 2019, 30, 772-796. 6.6 6

295 Servitization and sustainability actions. Evidence from European manufacturing companies. Journal of
Environmental Management, 2019, 234, 367-378. 7.8 75



18

Citation Report

# Article IF Citations

296 Servitization as business model contestation: A practice approach. Journal of Business Research, 2019,
104, 486-496. 10.2 47

297 Linking organizational service orientation to retailer profitability: Insights from the service-profit
chain. Journal of Business Research, 2020, 107, 271-278. 10.2 34

298 Dare to Be Different? Conformity Versus Differentiation in Corporate Social Activities of Chinese
Firms and Market Responses. Academy of Management Journal, 2020, 63, 717-742. 6.3 89

299 Unwelcome voices: The gender biasâ€•mitigating potential of unconventionality. Strategic Management
Journal, 2020, 41, 738-757. 7.3 17

300 Counteracting Globalization's Skeptics: How Diasporas Influence the Internationalization
Preferences of Minority Entrepreneurs' Firms. Global Strategy Journal, 2020, 10, 123-173. 7.4 14

301
How Strategic Conformity Interacts with Innovation: An Empirical Study on Korean Manufacturing
Firms from the Perspective of Optimal Distinctiveness. Journal of Open Innovation: Technology,
Market, and Complexity, 2020, 6, 121.

5.2 3

302 Leadership and Commitment to Service Quality in Pakistani Hospitals: The Contingent Role of Role
Clarity. SAGE Open, 2020, 10, 215824402096364. 1.7 11

303 Modelling the competitiveness of regional bank: empirical evidence from Sumatera, Indonesia.
International Journal of Business and Globalisation, 2020, 25, 23. 0.2 0

304 Transformational shifts through digital servitization. Industrial Marketing Management, 2020, 89,
293-305. 6.7 212

305 Control mechanisms, management orientations, and the creativity of service employees: Symmetric and
asymmetric modeling. Journal of Business Research, 2021, 132, 753-764. 10.2 22

306 Organizational Structures in Servitization: Should Product and Service Businesses Be Separated or
Integrated?. , 2021, , 501-517. 0

307 eServices and Gaming Industryâ€”Value-Creating Ecologies as Main Factor for Customer Acceptance of
Digital Servitization. Studies in Systems, Decision and Control, 2021, , 485-520. 1.0 0

308 Servitization strategy, manufacturing organizations and firm performance: a theoretical framework.
Journal of Business and Industrial Marketing, 2021, 36, 1909-1928. 3.0 26

309 Configurational Servitization Approach: A Necessary Alignment of Service Strategies, Digital
Capabilities and Customer Resources. , 2021, , 437-454. 1

310 How Small and Medium Sized Firms Walk the Path to Hybridity. Sustainability, 2021, 13, 2511. 3.2 3

311 Customer participation, value co-creation and customer loyalty: evidence from Umrah travel agencies
in Indonesia. Journal of Islamic Marketing, 2022, 13, 628-648. 3.5 9

312 Stagewise Overview of Issues Influencing Organizational Technology Adoption and Use. Frontiers in
Psychology, 2021, 12, 630145. 2.1 19

313 The double-edged sword of servitization in radical product innovation: The role of latent needs
identification. Technovation, 2022, 118, 102284. 7.8 7



19

Citation Report

# Article IF Citations

314 The tribes in the field of servitization: Discovering latent streams across 30Â years of research.
Industrial Marketing Management, 2021, 95, 70-84. 6.7 44

315 International resource configuration of product-related services in the digital age â€“ An analysis of
its antecedents. Journal of Service Management, 2021, ahead-of-print, . 7.2 4

316
Can customer loyalty to a salesperson be harmful? Examining customer perceptions of salesperson
emotional labor strategies post ethical transgressions. Industrial Marketing Management, 2021, 96,
238-253.

6.7 7

317
Moving from a goods- to a service-oriented organization: a perspective on the role of corporate
culture and human resource management. Journal of Business and Industrial Marketing, 2022, 37,
1197-1207.

3.0 9

318 Measuring Customer Satisfaction With the University Front Line Services Using Association Rules.
International Journal of E-Services and Mobile Applications, 2021, 13, 1-15. 0.6 0

319 Enablers of Servitization Roles and Action Mechanism. Advances in Logistics, Operations, and
Management Science Book Series, 2021, , 2321-2337. 0.4 0

321 Servitization as Innovation in Manufacturingâ€”A Review of the Literature. , 2015, , 403-435. 17

324 Product Data Analytics Service Model for Manufacturing Company. Lecture Notes in Business
Information Processing, 2015, , 282-296. 1.0 8

325 Exploring the Importance of Basic Hotel Attributes: A Focus on Senior Wellness Tourists.
Developments in Marketing Science: Proceedings of the Academy of Marketing Science, 2016, , 969-981. 0.2 4

326 Exploring the Journey to Services. Service Science: Research and Innovations in the Service Economy,
2019, , 377-407. 1.1 5

327 Mechanisms to conduct Life Cycles of Extended Products. , 2011, , 39-43. 4

328 Validation of Innovative Extended Product Concepts for E-Mobility. Lecture Notes in Mobility, 2014, ,
131-152. 0.2 2

330
The Relationship between Servitization Improvements and Business Performance of Manufacturing
Companies: A Strategic Fit Perspective. International Journal of U- and E- Service, Science and
Technology, 2016, 9, 117-134.

0.1 4

332 Interfirm IT Capability Profiles and Communications for Cocreating Relational Value: Evidence from
the Logistics Industry. MIS Quarterly: Management Information Systems, 2012, 36, 233. 4.2 197

333 Toward a Theory of IT-Enabled Customer Service Systems. , 2009, , 364-383. 1

334 Determinants of Job Performance of Cabin Crew on Customer Service of an Aircraft: A Conceptual and
Empirical Study in Sri Lanka. Sri Lankan Journal of Human Resource Management, 2019, 8, 36. 0.1 4

335 Performance Effects of Three Foci in Service Firms. Academy of Management Journal, 1992, 35, 985-1009. 6.3 18

336 Why Trafalgar was won before it was fought: Lessons from resource-based theory. Academy of
Management Perspectives, 1997, 11, 73-89. 6.8 16



20

Citation Report

# Article IF Citations

337 O IMPACTO DO RELACIONAMENTO NO CONTEXTO DAS RELAÃ‡Ã•ES ENTRE AGÃŠNCIAS E CLIENTES: proposiÃ§Ã£o
e teste de um modelo. REBRAE - Revista Brasileira De Estrategia, 2008, 1, 119. 0.1 1

338 A Case Study of Manufacturing Company's Servitization Process : Hansam's Transition from Furniture
Manufacturing to Interior Service. The Journal of Society for E-Business Studies, 2011, 16, 117-131. 0.5 3

339 The strategic value of servitization: A quality management perspective. Quality Management Journal,
2021, 28, 176-189. 1.4 1

340 IndustriegÃ¼termarketing. , 2003, , 879-902. 0

341 Service-Innovation. , 2005, , 659-676. 2

342 ServiÃ§os ao cliente e marketing de relacionamento no setor hoteleiro de Porto Alegre. RAC: Revista De
AdministraÃ§Ã£o ContemporÃ¢nea, 2005, 9, 149-170. 0.4 11

343 ELEMENTOS DO MARKETING NA CAPTAÃ‡ÃƒO DE RECURSOS DO TERCEIRO SETOR. Revista De Administracao
Mackenzie, 2007, 8, 104-127. 0.5 1

344 An Analysis of the Differences in Foodservice Industry Employees Service Orientation Factor. Culinary
Science & Hospitality Research, 2007, 13, 166-178. 0.1 0

345 An Analysis of the Differences in Foodservice Industry Employees Service Orientation Factor. Culinary
Science & Hospitality Research, 2007, 13, 166-178. 0.1 0

346 Strategy, Structure, and Channel of Industrial Service Leaders. SSRN Electronic Journal, 0, , . 0.4 0

347 Mediating effects of psychological empowerment on the relationship between organizational justice
and service quality. Journal of Korea Service Management Society, 2008, 9, 29-56. 0.1 0

348 EmotionalitÃ¤t in der ArbeitsproduktivitÃ¤t des Servicepersonals. , 2011, , 349-373. 0

349 Service-Innovation. , 2011, , 647-664. 0

350 Evaluasi Orientasi Layanan Sebagai Bagian dari Budaya Organisasi dan Efeknya Terhadap Kinerja
Organisasi. Jurnal Manajemen Dan Wirausaha, 2011, 13, . 0.7 0

351 Overview of Service Orientation in Manufacturing Companies. Lecture Notes in Electrical
Engineering, 2012, , 345-351. 0.4 0

352 Business-to-Business-Marketing. , 2012, , 1023-1056. 0

353 Steering Manufacturing Organizations Towards Open Service Innovation: The Role of the Integrated
Performance Measurement System. SSRN Electronic Journal, 0, , . 0.4 0

354 A Study on the Relationship between Organizational Service-Orientation and Organization
Effectiveness. Korea International Trade Research Institute, 2012, 8, 217-240. 0.2 0



21

Citation Report

# Article IF Citations

355
Effect of Verbal and Non-verbal Salesperson Communication in Service Encounters on Customer
Emotions and Service Quality Perceptions -Focus on National Brands-. Journal of the Korean Society
of Clothing and Textiles, 2013, 37, 51-63.

0.3 2

358 Beyond technology: The consumer wants service, do employees agree?: A cross-cultural exploration.
Advances in Services Marketing and Management, 1994, , 219-239. 0.3 0

359 Beyond technology: The consumer wants service, do employees agree?: A crosscultural exploration.
Advances in Services Marketing and Management, 1994, , xxiv-xxv. 0.3 0

360 Technology and Effectiveness of Health-Care Organizations. Management of Medical Technology, 1996,
, 11-31. 0.0 0

361 Services Marketing in Consumer Durables Industries. , 1997, , 79-96. 0

362
A study of relationships among the perception of service quality from a liquor wholesale company,
deal satisfaction, and maintaining business. Journal of the Korea Safety Management and Science, 2014,
16, 411-420.

0.0 0

363 Eine konzeptionelle Analyse der Service-Profit Chain. , 2015, , 163-200. 0

364 Impacts of the Network Relationship and Capabilities on Servitization Performances. Productivity
Review, 2014, 28, 459-484. 0.0 1

366 Business-to-Business-Marketing. , 2017, , 303-316. 0

367 Effective Surveillance Management during Service Encounters. Advances in Marketing, Customer
Relationship Management, and E-services Book Series, 2017, , 118-139. 0.8 0

368 How does Service Business Development (really) take place? Strategy Configuration in Manufacturing
Companiesâ€™ different Business Environments. , 2018, , 121-138. 0

369 Lâ€™incidenza della professionalitÃ  sul valore percepito dal cliente e sulla sua soddisfazione durante il
service encounter. Sinergie, 2018, , 99-120. 0.8 0

370 Effective Surveillance Management During Service Encounters. , 2019, , 243-264. 0

371 Duygusal ZekanÄ±n Hizmet OdaklÄ±lÄ±k ve AlgÄ±lanan Performans AÃ§Ä±sÄ±ndan DeÄŸerlendirilmesi. Ã–mer
Halisdemir Ãœniversitesi Ä°ktisadi Ve Ä°dari Bilimler FakÃ¼ltesi Dergisi, 0, , 478. 0.8 1

372 Sustainable Clothing Designs for Fashion: Design Strategies and Its Implementation Possibilities.
Sustainable Textiles, 2020, , 127-161. 0.7 0

373 An analysis of configurations of relationship quality dimensions to explain sources of behavioral
outcomes in globalized manufacturing. European Journal of Marketing, 2021, 55, 1-40. 2.9 2

374 Business-to-Business-Marketing. , 2020, , 1141-1178. 0

375 Emotional Labor as a Reputation Management Technique in Service Organizations. Advances in
Logistics, Operations, and Management Science Book Series, 0, , 16-37. 0.4 0



22

Citation Report

# Article IF Citations

376 Why Agile Information System Matters for Dry Port Firm's Effectiveness? An Empirical Evidence from
Indonesia. , 2021, , . 0

377 Does Digital Employee Experience Matters for Employee Service Orientation, Ambidexterity, and
Agility?. , 2021, , . 1

381 Struggling to Stay Engaged During Adversity: A Daily Investigation of Frontline Service Employeesâ€™ Job
Insecurity and the Moderating Role of Ethical Leader Behavior. Journal of Business Ethics, 0, , . 6.0 4

383 Supply Chain Transformation Through Digital Servitization in Manufacturing Sector. Lecture Notes in
Mechanical Engineering, 2023, , 571-579. 0.4 0

384 Determinants of customer satisfaction in a B2B IT context â€“ A structural equation modeling
approach. Quality Management Journal, 2023, 30, 135-149. 1.4 0

386 The interplay of product modularity, service types, and servitization depth on firm performance: a
moderated mediation model. Production Planning and Control, 0, , 1-14. 8.8 0

387 La garantie de service chez Ibis, pratiques et enseignements. Decisions Marketing, 2007, NÂ° 46, 51-62. 0.3 0


