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European economies are now dominated by services, and virtually all companies
view service as critical to retaining their customers today and in the future. In its
third European edition, Services Marketing: Integrating Customer Focus across
the Firm provides full coverage of the foundations of services marketing, placing
the distinctive gaps model at the center of this approach. Drawing on the most
recent research and using up-to-date and topical examples, the book focuses on
the development of customer relationships through quality service, out lining the
core concepts and theories in services marketing today.
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Editorial Review

About the Author
Alan Wilson is Professor of Marketing and a previous Head of theMarketing Department within the
University of Strathclyde Business School.Before joining the university, he was a senior consultant and
executive trainerwithin the services division of a London-based marketing consultancy practiceand prior to
that an Associate Director of a leading London-based marketingresearch agency. He specialises in the
marketing of services and has a PhD inthe subject. He is a Fellow of both the Chartered Institute of
Marketing andthe Market Research Society. His book, Marketing Research: An IntegratedApproach, is in its
third edition and he has published in a wide range ofmarketing and service management journals, for which
he has won a number ofawards and prizes. Professor Wilson has delivered high-level executive trainingto a
wide range of service organisations in the banking, hospitality,professional service and business-to-business
service sectors and has beeninvited to deliver lectures and seminars on both services marketing and
marketingresearch in a variety of countries throughout the world. He also regularly actsas a marketing and
marketing research adviser to a number of Scottish andUK-based service organisations.

Users Review

From reader reviews:

Alysa Appel:

The feeling that you get from SERVICES MARKETING: INTEGRATING CUSTOMER FOCUS ACROSS
THE FIRM could be the more deep you looking the information that hide inside words the more you get
serious about reading it. It does not mean that this book is hard to be aware of but SERVICES
MARKETING: INTEGRATING CUSTOMER FOCUS ACROSS THE FIRM giving you buzz feeling of
reading. The author conveys their point in specific way that can be understood through anyone who read that
because the author of this reserve is well-known enough. This particular book also makes your current
vocabulary increase well. Therefore it is easy to understand then can go together with you, both in printed or
e-book style are available. We suggest you for having this kind of SERVICES MARKETING:
INTEGRATING CUSTOMER FOCUS ACROSS THE FIRM instantly.

Frank Bullard:

Typically the book SERVICES MARKETING: INTEGRATING CUSTOMER FOCUS ACROSS THE
FIRM will bring someone to the new experience of reading some sort of book. The author style to clarify the
idea is very unique. If you try to find new book to read, this book very ideal to you. The book SERVICES
MARKETING: INTEGRATING CUSTOMER FOCUS ACROSS THE FIRM is much recommended to you
to read. You can also get the e-book through the official web site, so you can more easily to read the book.

Katherine Khan:

Many people spending their period by playing outside using friends, fun activity having family or just



watching TV all day long. You can have new activity to pay your whole day by looking at a book. Ugh, do
you think reading a book can definitely hard because you have to use the book everywhere? It ok you can
have the e-book, delivering everywhere you want in your Smart phone. Like SERVICES MARKETING:
INTEGRATING CUSTOMER FOCUS ACROSS THE FIRM which is finding the e-book version. So , why
not try out this book? Let's notice.

Antonio Batts:

Is it a person who having spare time and then spend it whole day through watching television programs or
just lying down on the bed? Do you need something new? This SERVICES MARKETING: INTEGRATING
CUSTOMER FOCUS ACROSS THE FIRM can be the response, oh how comes? A book you know. You
are consequently out of date, spending your time by reading in this completely new era is common not a
geek activity. So what these textbooks have than the others?
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