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Services Marketing: People, Technology, Strategy is the eighth 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
textbook takes on a strong managerial approach presented through a coherent and
progressive pedagogical framework rooted in solid academic research. Featuring
cases and examples from all over the world, Services Marketing: People,
Technology, Strategy is suitable for students who want to gain a wider
managerial view of Services Marketing.

The textbook will be accompanied by supplementary materials for the educators,
which include an instructor's manual for course instruction purposes, a test bank
designed for each chapter to assess students' learning and understanding of the
concepts learnt, and teaching slides for course presentation during classes. There
will also be a course website for new and updated materials for easy access by
educators and students alike.

Readership: Primary market University students taking the Services Marketing
course, generally compulsory for Business and Marketing students, as well as
MBA and EMBA students; Secondary market marketing professionals and
practitioners.
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Editorial Review

From the Inside Flap
Services Marketing: People, Technology, Strategy is the eighth 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 textbook takes on
a strong managerial approach presented through a coherent and progressive pedagogical framework rooted in
solid academic research. Featuring cases and examples from all over the world, Services Marketing: People,
Technology, Strategy is suitable for students who want to gain a wider managerial view of Services
Marketing.

About the Author
Jochen Wirtz is Professor of Marketing at the National University of Singapore (NUS) and an international
fellow of the Service Research Center at Karlstad University, Sweden. Professor Wirtz holds a PhD in
services marketing from the London Business School and has worked in the field of services for more than
25 years.

Professor Wirtz s research focuses on service marketing and has been published in over 200 academic
articles, book chapters and industry reports. He is an author or co-author of more than 10 books, including
Services Marketing: People, Technology, Strategy (World Scientific, 8 h edition, 2016), co-authored with
Professor Lovelock, which has become one of the world s leading services marketing textbook, translated
and adapted for more than 26 countries and regions, and with sales of some 800,000 copies. His other books
include Flying High in a Competitive Industry: Secrets of the World s Leading Airline (McGraw Hill, 2009),
Essentials of Services Marketing (Prentice Hall, 3r edition, 2016), and Winning in Service Markets: Success
Through People, Technology and Strategy(World Scientific, 2016).

He serves on the editorial review boards of more than 10 academic journals, including the Journal of Service
Management, Journal of Service Research, Journal of Service Science and Cornell Hospitality Quarterly,
and is also an ad-hoc reviewer for the Journal of Consumer Research and Journal of Marketing.

The late Christopher Lovelock was one of the pioneers of services marketing. He consulted and gave
seminars and workshops for managers all around the world, with a particular focus on strategic planning in
services and managing the customer experience. From 2001 to 2008, he had been an adjunct professor at the
Yale School of Management, where he taught services marketing in the MBA program. His distinguished
academic career included 11 years on the faculty of the Harvard Business School, and two years as a visiting
professor at IMD in Switzerland. He has also held faculty appointments at Berkeley, Stanford, and the Sloan
School at MIT, as well as visiting professorships at INSEAD in France and the University of Queensland in
Australia.

Author or co-author of more than 60 articles, 100 teaching cases, and 27 books, Professor Lovelock has seen
his works translated into 16 languages. He served on the editorial review boards of the Journal of Service
Management, Journal of Service Research, Service Industries Journal, Cornell Hospitality Quarterly, and
Marketing Management, and was also an ad-hoc reviewer for the Journal of Marketing.

Widely acknowledged as a thought leader in services, Professor Lovelock has been honored by the American
Marketing Association s prestigious Award for Career Contributions in the Services Discipline. This award



has been renamed the SERVSIG Christopher Lovelock Career Contribution Award in his honor.

Users Review

From reader reviews:

Tyrone Knudson:

What do you in relation to book? It is not important together with you? Or just adding material when you
need something to explain what the one you have problem? How about your extra time? Or are you busy
particular person? If you don't have spare time to complete others business, it is give you a sense of feeling
bored faster. And you have time? What did you do? Every person has many questions above. They must
answer that question simply because just their can do which. It said that about e-book. Book is familiar in
each person. Yes, it is appropriate. Because start from on kindergarten until university need this kind of
Services Marketing: People, Technology, Strategy to read.

Catherine Kuntz:

Don't be worry should you be afraid that this book will certainly filled the space in your house, you will get it
in e-book way, more simple and reachable. This kind of Services Marketing: People, Technology, Strategy
can give you a lot of close friends because by you considering this one book you have issue that they don't
and make you actually more like an interesting person. This particular book can be one of a step for you to
get success. This publication offer you information that probably your friend doesn't learn, by knowing more
than other make you to be great individuals. So , why hesitate? Let's have Services Marketing: People,
Technology, Strategy.

Dominic Maddock:

That e-book can make you to feel relax. This book Services Marketing: People, Technology, Strategy was
multi-colored and of course has pictures on the website. As we know that book Services Marketing: People,
Technology, Strategy has many kinds or type. Start from kids until adolescents. For example Naruto or
Private eye Conan you can read and think that you are the character on there. So , not at all of book usually
are make you bored, any it offers up you feel happy, fun and loosen up. Try to choose the best book in your
case and try to like reading that.

Cleora Yarbro:

E-book is one of source of information. We can add our expertise from it. Not only for students but also
native or citizen will need book to know the revise information of year to help year. As we know those
guides have many advantages. Beside we all add our knowledge, could also bring us to around the world.
Through the book Services Marketing: People, Technology, Strategy we can take more advantage. Don't you
to be creative people? To get creative person must prefer to read a book. Just simply choose the best book
that suited with your aim. Don't become doubt to change your life at this book Services Marketing: People,
Technology, Strategy. You can more desirable than now.
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