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FUTURE SERVICE INDUSTRIES JOURNAL ISSUES TO LATE 2011 
 
Volume 29(1-2) January–February 2009 
SPECIAL ISSUE: ETHICS IN THE SERVICE INDUSTRIES 
Guest Editors: Jacob Rendtorff and Jan Mattsson, Roskilde University, Denmark 
 
Editorial: Ethical issues in the service industries 
Jacob Dahl Rendtorff and Jan Mattsson, Roskilde University, Denmark 
 
Basic Ethical Principles applied to service industries 
Jacob Dahl Rendtorff, Roskilde University, Denmark 
 
An integrative model of care ethics in public innovation  
Lars Fuglsang and Jan Mattsson, Roskilde University, Denmark  
 
Treating Threats: The Ethical Dilemmas of Treating Threatening Patients 
Jeanette Lemmergaard and Sara Louise Muhr, Copenhagen Business School, Denmark 
 
Global retailers and their corporate codes of ethics: The case of Wal-mart in Germany 
Till Talaulicar, Technical University of Berlin, Germany 
 
The impacts of ethical sales behaviour on customer loyalty in the life insurance industry 
Mei-Fang Chen and Liang-Hung Mau, Tatung University, Taiwan  
 
Creating and launching a challenger brand: A case study 
Leslie de Chernatony and Susan Cottam, Birmingham University, UK  
 
Service quality tolerance in creative business service relationships 
Mark Davies, Heriot Watt University UK  
 
Relationships and impacts of service quality, perceived value, customer satisfaction and image: An empirical study 
Hsin-Hui Hu, Jay Kandampully and Thanika Devi Juwaheer, Mingchuan University, Taiwan, Ohio State University, USA and 
Mauritius University 
 
The attribution of service failures: Effects on consumer satisfaction 
Victor Iglesias, University of Oviedo, Spain 
 
Methods for determining areas for improvement based on the design of customer surveys 
Ching-Chow Yang, King-Jang Yang, Tsu-Ming Yeh and Fan-Yun Pai, Chung-Yuan Christian University, Chung-Hua University 
and National Taiwan University, Taiwan 
 
Competition, agglomeration and performance of Beijing hotels 
Eric W.K. Tsang and Paul S.L. Yip, University of Texas at Dallas, USA and Nanyang Technological University, Singapore 
 
Off-shoring in the contact centre industry and employment in the North West of England 
Frank Peck and Ignazio Cabras, University of Cumbria, UK 
 
An empirical study of evaluating supply chain integration performance: Using the balanced scorecard in Taiwan 
Hsin Hsin Chang and Wei Hao Chang, National Cheng Kung University, Taiwan  
 
The measurement of the construct satisfaction in higher education 
Helena Alves and Mario Raposo, University da Beira Interior, Portugal  
 
Gibrats law: Empirical test of Portuguese service industries using dynamic estimators 
Paulo J. Macas and Zelia M. Serrasqueiro, Beira Interior University, Portugal  



THE SERVICE INDUSTRIES JOURNAL published by Routledge, Taylor & Francis Group 
ISSN 0264-2069 2 
 

 
Establishment of a performance-evaluation model for service quality in the banking industry 
Shun-Hsing Chen, Yu-Da College of Business, Taiwan 
 
 
Volume 29(3-4) March-April 2009 
 
The construction of local authenticity: An exploration of two service industry cases 
Sara Värlander, Stockholm University, Sweden  
 
An integrated model of customer loyalty: An empirical examination in retailing practice 
Yen-Chun Chen, Yung-Cheng Shen and Shuling Liao, Yuan Ze University, Taiwan 
 
Using fuzzy AHP to evaluate service performance of a travel intermediary 
Chin-Tsai Lin, Chuan Lee and Wen-Yu Chen, Ming Chuan University, Taiwan  
 
Determinants of industry performance: Region vs. country effects in knowledge-intensive service industries  
Yi-Min Chen, National University of Kaohsiung, Taiwan  
 
Displayed emotions to patronage intention: Consumer response to contact personnel performance 
Edward Shih-Tse Wang, National Central University, Taiwan  
 
Integration and organisational learning capabilities in third-party logistics providers 
Kuo-Chung Shang, National Kaohsiung Marine University, Taiwan  
 
Operating performance of European bank mergers 
Ian Davidson, Ahmad Ismail and Regina Frank, Sussex University, UK and American University of Beruit, Lebanon  
 
A data envelopment analysis to assessing the competitiveness of Korean hotels  
Hokey Min, Hyesung Min and Seong Jong Joo, Bowling Green State University, USA, Yuhan University, Korea and Central 
Washington University, USA  
 
Pricing of card payment services in Scandinavian banking 
Magnus Willesson, Goteborg University, Sweden 
 

SPECIAL ISSUE: EUROPEAN ASSOCIATION FOR SERVICES RESEARCH (RESER) CONFERENCE: 
SERVICE COMPETITIVENESS AND COHESION 
An introduction to the special issue 
Mika Kautonen, Peter Daniels and Marie-Christine Monnoyer, University of Tampere, Finland, University of Birmingham, UK 
and Universite Toulouse 1, France 
 
Patterns of innovation in knowledge-intensive business services 
Nabil Amara, Réjean Landry and David Doloreux, Laval University, Canada and University of Ottawa, Canada 
 
Innovation in the experience economy. A taxonomy of innovation organisations 
Jon Sundbo, Roskilde University, Denmark 
 
Producer service firms in globalising cities: The example of advertising firms in Stockholm 
Brita Hermelin, Stockholm University, Sweden 
 
Postal Services deregulation in the EU, market, social and territorial cohesion issues 
Damien Broussolle, Robert Schuman University, Strasbourg 
 
‘PubliCity’. Policy push in the age of privatisation 
Ilari Karppi and Arto Haveri, University of Tampere, Finland 
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Consumer perceptions of frontline service employee personality traits, interaction quality, and consumer satisfaction 
Yuksel Ekinci, Oxford Brookes University, UK and Philip L. Dawes, Wolverhampton University, UK  
 
Optimal size of the financial services industry in Taiwan: A DEA-option based merger simulation approach 
Lin Lin and Chieh-Yang Huang, National Chi Nan University, Taiwan 
 
The moderating influence of hedonic consumption in an extended theory of planned behaviour 
Richard Lee, Jamie Murphy and Esther Swilley, University of South Australia, University of Western Australia and Kansas 
State University, USA 
 
Exploring the solution: the contextual effect on consumer dissatisfaction and innovativeness in financial service 
companies 
Sue-Chin Yang, Chiayu Tu and Szu-Chi Yang, National Cheng Kung University, Taiwan, Ming Chuan University, Taiwan and 
National Sun Yat-sen University, Taiwan 
 
 
Volume 29(5-6) May-June 2009 
 
Testing the effectiveness of the proposed UK competition test 
Alan G. Hallsworth and Graham Clarke, University of Surrey, UK and University of Leeds, UK 
 
A multi-dimensional role of trust in internet banking adoption 
Shumaila Yousafzai, John Pallister, and Gordon Foxall, Cardiff University, UK 
 
Customer-driven philosophy in banking industry under different ownership status: The case of Greece 
Lucas G. Papazissimou and Antonios Georgopoulos, Athens University of Economics and Business and University of Patras, 
Greece 
 
What makes a good citizen in service settings? 
Mei-Ling Wang and Hung-Ming Huang, Aletheia University and Carrefour Taiwan 
 
An empirical examination of perceived retail crowding, emotions and retail outcomes 
Jiunn-Ger Tony Li, Jai-Ok Kim and So Young Lee, Fu-Jen Catholic University, Taiwan and Chung-Ang University, Korea 
 
Assessing performance in services: The travel agents industry 
Ricardo Sellers-Rubio and Juan L. Nicolau-Gonzálbez, University of Alicante, Spain 
 
Service recovery model - The integrated view  
Wen-Bao Lin, National Formosa University, Taiwan 
 
Profitability in Portuguese service industries: A panel data approach 
Paulo J. Maçãs, Zélia M. Serrasqueiro and Tiago N. Sequeira, Universidade da Beira Interior, Portugal 
 
Geographic market entry of Taiwan securities firms 
Hsien-Jui Chung, Chun-Chung Chen and Hsuan Lo, National Chung Cheng University, National Taiwan University and Nanhua 
University, Taiwan 
 
Using involvement for segmenting the adoption of e-commerce in travel  
Miguel Moital, Roger Vaughan and Jonathan Edwards, Bournemouth University, UK 
 
Realising competitive advantage through HRM in New Zealand service industries 
Vicky Browning, Fiona Edgar, Brendan Gray and Tony Garrett, University of Otago, New Zealand  
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Accounting for operating environments in measuring water utilities managerial efficiency 
Andres J. Picazo-Tadeo, Francisco Gonzalez-Gomez and Francisco J. Saez-Fernandez, Valencia University, Spain 
 
Perceived value and customer loyalty in financial services 
Juan Carlos Fandos Riog, Javier Sanchez Garcia and Miguel Angel Moliner Tena, University Castellon, Spain 
 
Spatial spillovers and employment growth in the service sector 
Paul Bishop, Plymouth University 
 
Acquisition pattern analysis for evolutionary database marketing 
Leonard Paas, Vrije University, The Netherlands 
 
The roles of personality and general ethical judgements in intention to not repay credit card expenses 
Cherng G. Ding, Kuochung Cheng and Na-Ting Liu, National Chiao-Tung University and National Dong Hwa University, 
Taiwan 
 
Evaluating the financial performance of Korean luxury hotels using data envelopment analysis 
Hokey Min, Hysesung Min, Seong Jong Joo and Joungman Kim, Bowling Green State University, USA, Yuhan University, 
South Korea, Central Washington University, USA and Kyunghee University, Korea  
 
How passive ownership restrictions affect the rate of franchisee failure 
Luis Vazquez, Universidad de Salamanca, Spain 
 
Coping with national health insurance: Strategic behaviours of Taiwan’s hospitals 
Kuo-Cherh Huang, Ning Lu, Yi-Hsin Hsu, Mei-Ling Sheu, Che-Ming Yang and Yi-Hua Chan, Taipei Medical University and 
Western Kentucky University, USA 
 
 
Volume 29(7-8) July-August 2009 
 
Bank merger and acquisitions activity in the EU: Much ado about nothing? 
Cataina Figueira and Joseph Nellis, Cranfield University, UK 
 
Emergence of innovations in services 
Marja Toivonen and Tilna Tuominen, Helsinki University of Technology, Finland 
 
Cross-buying evaluations in the retail banking industry 
Tsung-Chi Liu and Li-WeiWu, Department of Business Administration, National Cheng Kung University, Taiwan 
 
The impact of a fast-track strategy on patient visit time within an emergency department: an approach using discrete 
event simulation 
R.S. Maull, P.A. Smart, A. Harris and A. Al-Fatah Karasneh, University of Exeter, UK and Yarmouk University, Jordan 
 
Strategic groups and performance in the Spanish hotel sector 
Enrique Claver-Cortés, Jorge Pereira-Moliner and José F. Molina-Azorin, Universidad de Alicante, Spain  
 
Healthcare industry value creation and productivity measurement in an emerging economy 
Syi Su, Mei-Chi Lai and Hao-Chen Huang, National Taiwan University 
 
The effects of two directions of conflict and facilitation on frontline employees’ job outcomes 
Osman M. Karatepe and Hasan Kilic, Eastern Mediterranean University, Turkey  
 
CEO cash compensation determinants: An empirical examination of US airlines 
Zeng Gu and Hyunjoon Kim, University of Nevada Las Vegas, USA and Dong-A University, Korea 
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Users’ perceptions of the free, virtual-only service experience 
Baris Yilmazsoy, Mohammed Saad and Svetlana Cicmil, University of the West of England, Bristol, UK  
 
An analysis of influences on total financial exclusion 
James F. Devlin, Nottingham University, UK 
 
Identification of adopter categories for online banking in Turkey 
Bahtisen Kavak and Canan Demirsoy, Hacettepe University, Turkey 
 
Racial differences in restaurant tipping: A labour process perspective 
Zachary W. Brewster and Christine Mallinson, North Carolina State University and Maryland University, USA 
 
Simultaneous analysis of whether and how long to go on holidays 
Juan L. Nicolau and Francisco J. Mas, University of Alicante, Spain 
 
Physical attractiveness stereotypes and service quality in customer-server encounters 
Hsiang-Fei Luoh and Sheng-Hshiung Tsaur, Vanung University and National Chiayi University, Taiwan 
 
The moderating role of switching barriers on customer loyalty in the life insurance industry 
Mei-Fang Chen and Ling-Huei Wang,, Tatung University, Taiwan 
 
The smile of the tourist: The relationship between price sensitivity and expenses 
Juan L. Nicolau, University of Alicante, Spain 
 
Implementing e-business through e-listening in the Spanish information technology industry 
Maria Teresa Sanchez-Polo and Juan G. Cegarra-Navarro, Universitario Virgen de la Arrixaca and Polytechnic University of 
Cartagena, Spain 
 
Emotional and relational motivations for customer loyalty in business-to-business professional services 
Barbara Cater and Tomaz Cater, University of Ljubljana, Slovenia 
 
 
Volume 29(9-10) September-October 2009 
 
Purchased, modified, created: Consumer voices in experience gifts 
Jackie Clarke, Oxford Brookes University, UK 
 
Making customer relationship management work: Evidence from the banking industry in Taiwan  
Nan-Hong Lin, Wen-Chun Tseng,, Yu-Chung Hung and David C. Yen, Tatung University, Taiwan, National Hualien University of 
Education, Taiwan, National Chung Cheng University, Taiwan and Miami University, Oxford, USA 
 
The dimensions of international hotel employee service attitude and their managerial implications 
Chun-Min Kuo, Jinwen University of Science and Technology, Taiwan 
 
Multi-channels store image and the effects on purchase intention 
JA-Shen Chen, Russell K.H. Ching and Hung Tai Tsou, Yuan Ze University Taiwan and California State University at 
Sacramento, USA 
 
Investigating antecedents of consumers’ recommend intentions and the moderating effect of switching barriers 
Chung-Yu Wang, Su-Te University, Taiwan 
 
Demographics, psychographics, price searching and recall in retail shopping 
Dungchun Tsai and Hsiao-Ching Lee, National Cheng Kung University, and National Kaohsiung University of Applied 
Sciences, Taiwan 
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Should a lower-price service offer a full-satisfaction guarantee? 
Jehn-Yih Wong, Sheng-Hshiung Tsaur and Chih-Hung Wang, Ming Chuan University and National Chiayi University, Taiwan 
 
Sources of TFP growth in the Malaysian Islamic banking sector 
Fadzlan Sufian, CIMB Bank Berhad, Kuala Lumpur, Malaysia 
 
Family, life cycle and consumption of services: The Spanish case 
José A. Camacho and Manuel Hernandez-Peinado, University of Granada, Spain 
 
SPECIAL ISSUE: A NEW RESEARCH AGENDA FOR HOSPITALITY MANAGEMENT 
 
Guest Editor’s Introduction: Special Issue on A New Research Agenda for Hospitality Management 
Paul Phillips, Kent University, UK 
 
Critical hospitality management research 
Peter Lugosi, Paul Lynch  and Alison Morrison, Bournemouth University, UK and Strathclyde University, UK 
 
The triangular supply chain relationship: Labour dispatch agencies, hospitality sector, and flexible workers – the Taiwan 
experience 
Ebrahim Soltani, Pei-Chun Lai, Paul Phillips and Ying-Ying Liao, University of Kent, UK and National Ping-Tung University of 
Science and Technology, Taiwan 
 
E-service quality and web 2.0: Expanding quality models to include customer participation and inter-customer support 
Miranna Sigala, University of the Aegean, Greece 
 
The management of post-merger cultural integration: Implications from the hotel industry 
Mark N.K. Saunders, Levent Altinay and Katharine Riordan, Oxford Brookes University, UK and Surrey University, UK 
 
Experience accounting. An accounting system that is relevant for the production of restaurant experiences 
Tommy D. Andersson and Mats Carlbäck, University of Gothenburg, Sweden 
 
How can I drink safely? Perception versus the reality of alcohol consumption 
Caroline Ritchie, Felix Ritchie and Richard Ward, University of Wales Institute, Cardiff, UK and Trig Consulting, Cardiff, UK 
 
Service orientation: Antecedents, outcomes, and implications for hospitality research and practice 
Chih-Ching Teng and Clayton W. Barrows, Fu-Jen Catholic University, Taiwan and University of New Hampshire, USA 
 
The important effect of emotion management ability on employee’s service behaviour in the hotel industry 
Chien-Wen Tsai, Ming-Hsin, University of Science and Technology, Taiwan 
 
Consumers’ travel website transferring behaviour: Analysis using clickstream data-time, frequency, and spending 
Jungkun Park and Hoeun Chung, Purdue University, USA 
 
 
Volume 29(11-12) November-December2009 
 
Who are the online grocers? 
Tak-Kee Hui and David Wan, National University of Singapore 
 
Public service quality and customer satisfaction: Exploring the attributes of service quality in the public sector 
Seung-Kyu Rhee and June-Young Rha, Korea Advanced Institute of Science and Technology, Korea 
 
An integrated model of customer social exchange relationship: The moderating role of customer experience 
Youjae Yi and Taeshik Gong, Seoul National University, Korea 
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Exploration on lead factors affecting service recovery 
Wen-Bao Lin, National Formosa University Taiwan 
 
Zone of tolerance for banks: A diagnostic model of service quality 
Halil Nadiri, Jay Kandampully and Kashif Hussain, Eastern Mediterranean University, Turkish Republic of Northern Cyprus 
and Ohio State University, USA 
 
Cross-country comparison of intellectual capital performance of commercial banks in Asian economies 
Chaur-Shiuh Young, Hwan-Yann Su, Shih-Chieh Fang and Shyh-Rong Fang, National University of Kaohsiung, Taiwan, 
National Cheng Kung University, Taiwan and National Chung Hsing University, Taiwan 
 
The effects of relational bonds on online customer satisfaction 
Yi-Ling Chen and Hung-Chang Chiu, National Taiwan University and National Tsing Hua University, Taiwan 
 
Price dispersion of online air tickets for short distance international routes 
Pei-Chun Lin, Chen-Cheng Chen and Mei-Hui Song, National Cheng Kung University and National Kaohsiung First University 
of Science & Technology, Taiwan 
 
Power perceptions and modes of complaining in higher education  
Avinandan Mukherjee, Mary Beth Pinto and Neeru Malhotra, Montclair State University, USA, Pennsylvania State 
University, USA and Aston University, UK 
 
Diversity of innovation patterns in services. An approach based on the community innovation survey indicators 
Xavier Vence and Alexandre Trigo, Santiago de Compostela University, Spain 
 
Explaining consumer complaining behaviour in double deviation scenarios: The banking services 
Ana B. Casado-Díaz and Juan L. Nicolau-Gonzálbez University of Alicante, Spain 
 
A new service development integrated model 
Yu-Cheng Lee and Jih-Kuang Chen, Chung Hua University, Taiwan 
 
The impact of brand equity on brand preference and purchase intentions in the service industries 
His Hsin Chang and Ya Ming Liu, National Cheng Kung University, Taiwan 
 
E-service quality: An internal, multichannel and pure service perspective 
José M. Barrutia, Jon Charterina and Ainhize Gilsanz, University of the Basque Country, Bilbao 
 
Individual attitudes to learning and sharing individual and organisational knowledge in the hospitality industry 
Jen-Te Yang, National Kaohsiung Hospitality College, Taiwan 
 
Creating environmental knowledge through ‘green communities’ in the Spanish pharmaceutical industry  
Juan Gabriel Cegarra-Navarro, Jose-Rodrigo Cordoba-Pachon and Gonzalo Wandosell Fernandez De Bobadilla, Universidad 
Politécnica de Cartagena and Hull University UK 
 
Analysis of competency differences among frontline employees from various service typologies: Integrating the 
perspectives of the organisation and customers 
Jui-Min Li, Jen-Shou Yang and Hsin-His Wu, National Yunlin University of Science & Technology, Taiwan and China Medical 
University Beigang Hospital, Taiwan 
 
Service failures and recovery strategies of chain restaurants in Taiwan  
 Chen-Tsang (Simon) Tsai  and Ching-Shu Su  National Taiwan Normal University and Jinwen University of Science and 
Technology, Taiwan 
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Volume 30(1-2) 2010 
 
SPECIAL ISSUE: GOVERNMENT POLICIES AND SERVICES 
Editorial: Government policies and services: An approach to the international context 
Francisco Mas-Verdú, Domingo RibeiroSoriano and Salvador Roig, University of Valencia and Polytechnic University of 
Valencia, Spain 
 
International professional service firms: How do they affect government policy?  
G.L. Simon and D.H.B. Welsh, University of Tampa, USA and University of North Carolina Greensboro, USA 
 
State and the software; public policies in the shaping of the Indian software sector 
Mahesh Sarma and Venni Venkata Krishna, JN University, Delhi, India 
 
Innovation policy, services and internationalisation: The role of technology centres 
Victor Martínez- Gómez, Amparo Baviera Puig and Francisco Mas-Verdú, University of Valencia and Polytechnic University 
of Valencia, Spain 
 
Knowledge intensive service activities in the success of the Australian mining industry 
Cristina Martínez-Fernández  University of Western Sydney, Australia 
 
An exploration of inadvertent influences of policies on KIBS industries in the Finnish policy setting 
Anmari Viljamaa, Jari Kolehmainen and Jari Kuusisto, Business School, Kauhava, Finland, University of Tampere, Finland and 
Lappeenranta University of Technology, Finland 
 
Promotion of service industries by means of entry restriction: The case of operators in the slot machine industry 
Vicente Safon, University of Valencia, Spain 
 
Policies to enhance the ‘hidden innovation’ in services: evidence and lessons from the UK 
Maria Abreu, Vadim Grinevich, Michael Kitson and Maria Savona, Cambridge University, UK and University of Lille 1, France  
 
Support policy for the tourism business in Spain 
David Urbano, Nuria Toledano and Domingo Ribeiro, Autonomous University of Barcelona, Spain and University of Valencia, 
Spain 
 
Public funding for product, process and organisational innovation in service industries 
C.Annique Un and Angeles Montoro-Sánchez , University of South Carolina, USA and Complutense University, Madrid, Spain 
 
Investigation of agency agreement formation: New opportunities for marketing relationship development in service 
industries 
Elizabeth Hemphill, University of South Australia 
 
Effects of shifts in monetary policy on hospitality stock performance 
Ming-Hsiang Chen, Chao-Ning Liao and Shi-Shen Huang, National Chung Cheng University, National Cheng Kung University 
and  National Kaohsiung First University of Science and Technology, Taiwan 
 
Supplier involvement and customer involvement effect on new product development success in the financial service 
industry 
Shu-hua Chien, National Taichung Institute College, Taiwan 
 
Customer focus, service process fit and customer relationship management profitability: The effect of knowledge sharing 
Edward Ku and Yi-Wen Fan, National Central University, Taiwan 
 
Business success factors and innovation in Canadian service sectors: An initial investigation of inter-sectoral differences 
Tyler Chamberlin, Jérôme Doutriaux and John Hector, University of Ottawa and Natural Resources Canada 
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Does climate matter? An examination of the relationship between organizational climate and OCB in Israel 
Aaron Cohen  and Danny Keren, University of Haifa, Israel 
 
The service triad: Modelling dialectic tensions in service encounters 
Szilvia Gyimóthy and Erika Andersson-Cederholm, Campus Helsingborg, Sweden 
 
Logistics service capabilities and firm performance in international distribution centre operators 
Chin-Shan Lu and Ching-Chiao Yang, National Cheng Kung University, Taiwan 
 
A consumption emotion measurement development: A full-service restaurant setting 
Heesup Han, Ki-Joon Back and Betsy Barrett, Dong-A University, Korea, Dong-A University, Korea and 
Kansas State University, USA 
 
 
Volume 30(3-4) 2010 
 
Shopping-mall management and entertainment experience: A cross-regional investigation 
Shu-pei Tsai, Shih Hsin University, Taiwan 
 
Contingency factors on the success of services for social integration and job placement schemes 
Joan Ramon Sanchis and Domingo Ribeiro, University of Valencia, Spain 
 
The impact of the tertiarization process in Spanish economic growth from a regional perspective 
Delores Genaro and Elias Melchor, University of Granada, Spain 
 
Delineating the effect of market orientation on service performance: A component-wise approach 
Rodoula Tsiotsou, Higher Technological Educational Institution of Crete, Greece 
 
Being good or being known: Corporate governance, media coverage, and earnings announcements 
Hsiang-Hsuan Chih, Hsiang-Lin Chih and Pin-Huang Chou, National Dong Hwa University, Taiwan, National Taipei University, 
Taiwan and National Central University, Taiwan 
 
Customer satisfaction, corporate image, and service quality in professional services 
Mara Cameran, Peter Moizer and Angela Pettinicchio, Università Bocconi, Italy, Leeds University, UK and Cass Business 
School, UK 
 
A conceptual framework to analyse hospital competitiveness 
Vasco Eiriz, Natália Barbosa and José Figueiredo, University of Minho, Portugal and Instituto Politécnico de Santarém, 
Portugal 
 
Government performance evaluation using a balanced scorecard with fuzzy linguistic scale 
Jerry Wu, Hsien-Tang Tsai, Meng-Hsun Shih and Hwai-Hui Fu, Fortune Institute of Technology Management, Taiwan, 
National Sun Yat-sen University, Taiwan and Shu-Te University, Taiwan 
 
Multi-unit versus single-unit franchising: Assessing why franchisors use different ownership strategies 
Roberto Sánchez Gómez, Isabel Suárez González and Luis Vazquez, University of Salamanca, Spain 
 
SPECIAL ISSUE: EUROPEAN ASSOCIATION FOR SERVICES RESEARCH (RESER) CONFERENCE: 
 
Editorial Introduction 
Walter Ganz, Fraunhofer IAO, Stuttgart, Germany 
 
Public and private services transformation in the CEECs 
Anže Burger and Metka Stare, Universityof Ljubljana, Slovenia 
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Dynamic regional competitiveness in the creative economy – can peripheral communities have a place? 
Patrik Ström and Ross Nelson, University of Gothenburg, Sweden and Thompson Rivers University, Canada 
 
Services and high skills. A new challenge for developing medium size cities 
Pierre-Yves Léo, Marie-Christine Monnoyer and Jean Philippe, Université Paul Cézanne Aix Marseille III, France, Université 
de Toulouse 1, France and Université Paul Cézanne Aix Marseille III, France 
 
Change in United States service employment 1998-2005: Findings based on a new classification of industries 
William B. Beyers, University of Washington, USA 
 
The case of market and system failures in services innovation 
Luis Rubalcaba, Jorge Gallego and Pim den Hertog, University of Alcala, Spain and University of Amsterdam, Netherlands 
 
The stakeholder product brand and decision making in retail financial services 
James F Devlin, Nottingham University, UK 
 
Competitiveness by design and inimitability through service: Understanding the dynamics of firm-based competition in 
the West Midlands jewellery and lock industries 
John R. Bryson and Michael Taylor, University of Birmingham, UK 
 
Exploring service design in the context of architecture 
Mari Holopainen, Helsinki University of Technology, Finland 
 
Strategies towards innovative services: Findings from the German service landscape 
Marcus Koelling, Anne Katrin Neyer and Kathrin M. Moeslein, Leipzig Graduate School of Management, Germany and 
University Erlangen-Nuremberg, Germany 
 
Testing of service concepts 
Thomas Meiren and Thomas Burger, Fraunhofer Institute for Industrial Engineering - New Service Development, Germany 
 
 
Volume 30(5-6) 2010 
 
SPECIAL ISSUE: SERVICES, REGIONAL DEVELOPMENT AND INNOVATION 
 
Editorial: Regional development and innovation: The role of services 
Francisco Mas-Verdú, Domingo Ribeiro Soriano and Salvador Roig, University of Valencia and Polytechnic University of 
Valencia, Spain 
 
On the identification of critical mass in internet based services subject to network effects 
Ricardo Ernst, Jose Ignacio López- Sánche, Alejandro Orero Gimenez  and Jose Luis Arroyo-Barrigüete, Georgetown 
University, USA, and Universidad Complutense de Madrid, Spain 
 
Government and entrepreneurship in transition economies: The case of small firms in business services in Ukraine 
David Smallbone, Friederike Welter, Artem Voitovych and Igor Egorov, Kingston University, London UK, Jönköping 
International Business School, Sweden, Mission of Ukraine to the European Union - Trade and Economic Mission and 
National Academy of Sciences of Ukraine 
 
Evaluating European Union support for innovation in Spanish SMEs  
Ana Maria Romero-Martínez, Marta Ortiz-de-Urbina-Criado and Domingo Riberio Soriano, Complutense University of 
Madrid, Rey Juan Carlos University and Valencia University, Spain 
 
The emergence of new modes of R&D services in Germany 
Knut Koschatzky and Thomas Stahlecker, Fraunhofer Institute for Systems and Innovation Research, Germany 
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Integrating transaction cost economics and the resource-based view in services and innovation 
Marta Peris-Ortiz, Ignacio Gil-Pechuan and Fernando Peris, University of Valencia, Spain and Polytechnic University of 
Valencia, Spain 
 
The knowledge exchange intermediary as service provider: A discussion and Australian case 
Damian Hine, Rachel Parker and David Ireland, University of Queensland and Queensland University of Technology, 
Australia 
 
The tendency of advanced services to co-locate and the implications for regional government policy 
Michael Wernerheim, Memorial Universityof Newfoundland, Canada 
 
Regional innovation policies: The persistence of the linear model in Spain 
Ignacio Fernandez de Lucio, Francisco Mas-Verdu and Enrique Tortosa, INGENIO [UPV-CSIC] and Universidad Politecnica de 
Valencia, Spain 
 
Challenges and strategies of local cultural cluster promotion policies in Korea 
Jisun Choi, Science and Technology Policy Institute - Center for Techno-Management Research, Korea 
 
The influence of innovation orientation on the internationalisation of SMEs in the service sector 
Maria Ripolles Meliá, Andreu Blesa Pérez and Salvador Roig Dobón, Universitat Jaume I, Spain and University of Valencia, 
Spain 
 
Internal marketing, organisational culture, job satisfaction and organisational performance in non-life insurance 
Yung-Ming Shiu and Tsu-Wei Yu, National Cheng Kung University, Taiwan 
 
Measuring the performance of financial holding companies 
Chuang-Min Chao, Ming-Miin Yu and Mu-Chen Chen, National Taipei University of Technology, National Taiwan Ocean 
University and National Chiao Tung University, Taiwan 
 
Searching for latent class segments in technological services 
Francisco Rondan-Cataluña, Manuel Sanchez-Franco and Angel Villarejo-Ramos, University of Seville, Spain 
 
Sources of TFP growth in the Malaysian Islamic banking sector 
Fadzlan Sufian, CIMB Bank Berhad, Kuala Lumpur Malaysia 
 
Merger drivers and the change of bidder shareholders’ wealth 
Sheng-Yung Yang, Lin Lin, De-Wai Chou and Hsiao-Chen Cheng, National Chung Hsing University, National Chi Nan 
University and Yuan Ze University, Taiwan 
 
Service recovery expectation model - from the perspectives of consumers 
Wen-Bao Lin, National Formosa University, Taiwan 
 
Relevant factors that affect service recovery performance 
Wen-Bao Lin, National Formosa University, Taiwan 
 
Investigation of agency agreement formation reveals new opportunities for marketing relationship development in 
service industries 
Elizabeth Hemphill, University of South Australia, Australia 
 
Effects of shifts in monetary policy on hospitality stock performance 
Ming-Hsiang Chen, Chao-Ning Liao and Shi-Shen Huang, National Chung Cheng University, National Cheng Kung University 
and National Kaohsiung First University of Science and Technology, Taiwan 
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Volume 30(7-8) 2010 
 
How does a new institution spread? Evidence of travel agencies' adoption of service quality programme 
Huei-Wen Pao, Hsueh-Liang Wu and Wei-Hwa Pan, Diwan College of Management, Taiwan, National Taiwan University, 
Taiwan and National Yunlin University of Science and Technology, Taiwan 
 
Does organisational support promote citizenship? The moderating role of market-focused HRM 
Mei-Ling Wang, Aletheia University, Taiwan 
 
 
The role of customer values in accepting information technologies in the public information service sector 
Fang-Ming Hsu, Tser-Yieth Chen and Shuwen Wang, National Taipei University, Taiwan and National Taiwan University, 
Taiwan 
 
Perceived power imbalance and customer dissatisfaction 
Jungki Lee, Korea University-Sejong, Korea 
 
Exploring public house employee's perceptions of their status: A UK case study 
Peter Sandiford and Diane Seymour, Manchester Metropolitan University, UK and Oxford Brookes University, UK 
 
The antecedent role of customer-to-employee relationships in the development of customer-to-firm relationships 
Wansoo Kim, Chihyung Ok and Kevin Patrick Gwinner, Kansas State University, USA 
 
Role of customer orientation in an integrative model of brand loyalty in services 
Hong-Youl Ha and Joby John, Swinburne University of Technology, Australia and University of Louisiana, USA 
 
International growth of banks: From competence exploiting to competence enhancing strategies? 
Lucia Piscitello and Sergio Mariotti, Politecnico di Milano, Italy 
 
An analysis of bank stock price reaction to distressed borrowers: Taiwanese evidence 
Tseng-Chung Tang, National Formosa University, Taiwan 
 
Corporate brand image in retail banking: Development and validation of a scale 
Rafael Bravo, Teresa Montaner and Jose M. Pina, University of Zaragoza, Spain 
 
Development of brand equity: Evaluation of four alternative models 
Hong-Youl Ha, Swinder Janda and Siva Muthaly, Swinburne University of Technology, Australia and Kansas State University, 
USA 
 
Franchise partner selection decision-making 
Levent Altinay and Fevzi Okumus, Oxford Brookes University, UK and University of Central Florida, USA 
 
From the ‘Hindu rate of growth’ to ‘unstoppable India’: Has the services sector played a role? 
Seema Joshi, University of Delhi, India 
 
Ageing-related services as a key element for social cohesion 
José Luis Navarro-Espigares and Elisa Hernandez Torres, University of Granada, Spain and Hospital Universitario Virgen de 
las Nieves, Spain 
 
Tourism expansion and corporate earnings in the tourism industry 
Ming-Hsiang Chen and Hyun Jeong Kim, National Chung Cheng University, Taiwan and Washington State University, USA 
 
Paths of the least resistance: Understanding how motives form in international retail joint venturing 
Mark Palmer, Martin Owens and Ronan De Kervenoael, Aston University, UK and Bradford University, UK 
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A multi-sector comparison of relational learning and information communication technologies adoption 
Juan Gabriel Cegarra Navarro, Wensley Anthony and Martínez-Conesa Eusebio-Ángel, Universidad Politécnica de Cartagena, 
Spain and University of Toronto, Canada 
 
Internal market orientation and its influence on the satisfaction of contact personnel 
Vicent Tortosa Edo, Javier Sanchez and Miguel Moliner-Tena, Universitat Jaume I, Spain 
 
 
Volume 30(9-10) 2010 
 
The effect of the internet on front-line employee skills: Exploring banking in Sweden and France 
Sara Värlander and Anne Julien, Stockholm University, Sweden and Reims Management School, France 
 
Are there nonlinear relationships between the profitability of Portuguese service SMEs and its specific determinants? 
Paulo Macãs, Zélia Serrasqueiro and João Leitão, Beira Interior University, Portugal and Technical University of Lisbon, 
Portugal 
 
Climate perceptions and the customer orientation of frontline service employees 
Filipe Coelho, Mário Augusto, Arnaldo Coelho and Patrícia Sá, Universidade de Coimbra, Portugal 
 
Bank regulation and the process of internationalisation: A study of Japanese bank entry into London 
Rehan ul-Haq, Barry Howcroft and Richard Alistair Hammerton, University of Birmingham, UK, Loughborough University, UK 
and Michael Page Financial Services, UK 
 
In search of e-service value: Technology-exploitation versus certainty-seeking online behaviours 
Chien-Hsin Lin, Yu Da College of Business, Taiwan 
 
Measuring user perceived service quality of online auction sites 
Chung-Tzer Liu, Yi Maggie Guo and Tzong-Yin Hsieh, Soochow University, Taiwan and University of Michigan, Dearborn, USA 
 
Building customer trust and loyalty-an empirical study in a retailing context 
Pi-Chuan Sun, Tatung University, Taiwan 
 
Market delimitation, firm survival and growth in the service industries 
Ramón Rufín Moreno and Cayetano Medina, CEADE, Seville Spain and UNED, Spain 
 
Emotional intelligence and caring behaviour in nursing 
Arménio Rego, Lucinda Godinho, Anne McQueen and Miguel Pina e Cunha, Universidade de Aveiro, Portugal; University of 
Edinburgh, UK, Universidade Nova de Lisboa, Portugal 
 
SPECIAL ISSUE: ADVANCES IN SERVICE NETWORK ANALYSIS 
Guest Editors: Noel Scott and Eric Laws, James Cook University, Australia 
 
The effects of network embeddedness on service innovation performance 
Jung-Tang Hsueh, Neng-Pai Lin and Hou-Chao Li, Yuanpei University, Taiwan and National Taiwan University, Taipei City, 
Taiwan 
 
plus additional papers to be announced 
 
Volume 30(11-12) 2010 
 
Relationship exit in different legal environments: A cross-cultural analysis 
Carmen Camarero, Carmen Antón and Mirtha Carrero, University of Valladolid, Spain 
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Services supporting female entrepreneurs 
Manuela Pardo del Val, University of Valencia, Spain 
 
The impact of entry modes on the organisational design of international hotel chains 
Maureen Brookes and Angela Roper, Oxford Brookes University UK and Surrey University UK 
 
Businessman or host? Individual differences between entrepreneurs and small business owners in the hospitality 
industry 
Stephanie L. Wagener, Marjan J. Gorgievski and Serge A. Rijsdijk, Erasmus University Rotterdam, The Netherlands 
 
Market penetration strategies and the fee-performance relationship: The case of Spanish money mutual funds 
Luis Muga and Rafael Santamaría, Public University of Navarra, Spain 
 
The costs of lead bank-distressed borrower relationships: Evidence from commercial lending in Taiwan 
Tseng-Chung Tang, National Formosa University, Taiwan 
 
The impacts of core self-evaluations on customer-related social stressors and emotional exhaustion 
Osman M. Karatepe, Mine Haktanir and Ilkay Yorganci, Eastern Mediterranean University, Turkish Republic of Northern 
Cyprus 
 
Friendly flexible working practices within the internal marketing framework: A service perspective 
Klement Podnar and Urša Golob, University of Ljubljana, Slovenia 
 
Enhancing value creation of device vendors in the medical service industry: A relationship perspective 
Tsuen-Ho Hsu, Hwan-Yann Su and Pin-Pin Liao, National Kaohsiung First University of Science and Technology and National 
University of Kaohsiung, Taiwan 
 
Social expertise: A new view to explain spatial divergences in personal consumer loan prices 
Jose M. Barrutia and Carmen Echebarria, University of the Basque Country, Spain and St Antony’s College, University of 
Oxford, UK 
 
Reorganisation resolutions and bank lending relationships in Taiwan 
Li-Chiu Chi, National Formosa University, Taiwan 
 
Measuring the antecedents of e-loyalty and the effect of switching costs on website 
Maria Fuentes Blasco, Irene Gil Saura, Gloria Berenguer Contrí and Beatriz Moliner Velázquez, Pablo de Olavide University, 
Spain, Valencia University, Spain and ESIC Business & Marketing School, Valencia, Spain 
 
Effect of oil price risk on systematic risk from transportation services industry evidence  
Jin-Ray Lu and Chien-Chiao Chen, National Dong Hwa University, Taiwan 
 
Re-examining the risk-return relationship in banks using quantile regression 
Ming-Yuan Li, National Cheng Kung University, Taiwan 
 
An acceptance model for an internet protocol television service in Korea with prior experience as a moderator 
Hun Choi, Youngchan Kim and Jinwoo Kim, Catholic University of Pusan, Korea and Yonsei University, Korea 
 
Creativity and the positive reading of the Baumol cost disease 
Sergio Sparviero and Paschal Preston, Dublin City University, Ireland 
 
Organisational justice and customer citizenship behaviour of retail industries 
Eh Di, Chien-Jung Huang, I-Heng Chen and Te-Cheng Yu, National Sun Yat-sen University and National Kaohsiung Marine 
University, Taiwan 
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Comparison websites: Evidence from the service sector 
Des Laffrey, University of Kent, UK 
 
 
Volume 30(13-14) 2010 
 
Implementing new financial regulation: Actuaries and UK with-profits funds 
Ian Dewing and Peter Russell, University of East Anglia, UK 
 
Conceptualising innovative customer-facing responses to planning regulation: The UK food retailers 
Steven Wood, Michelle Lowe and Nigel Wrigley, University of Surrey, UK and University of Southampton, UK 
 
Performance, reputation and social responsibility in the UK’s financial services: A post ‘credit crunch’ interpretation 
D Michael Brown and Paul Whysall, Nottingham Trent University, UK 
 
Consulting knowledge and organisation’s absorptive capacity: A communication chain perspective 
Iuan-Yuan Lu, Teng-Hu Su and Ing-Chung Huang, National Sun Yat-Sen University, Taiwan and National University of 
Kaohsiung, Taiwan 
 
Services specialization (a possible index) and its connection with competitiveness. The case of Romania 
Maria Ioncică, Mihaela Dana Drăghici, Eva-Cristina Petrescu and Diana Ioncică, The Academy of Economic Studies of 
Bucharest, Romania and George Baritiu University of Brasov, Romania 
 
Managerial routines in professional service firms: Transforming knowledge into competitive advantages 
Søren H. Jensen, Flemming Poulfelt and Sascha Kraus, Copenhagen Business School, Denmark and University of 
Liechtenstein, Liechtenstein 
 
The cities/services-nexus: Determinants of the location dynamics of advanced producer services firms in global cities 
Renato Aristides Orozco Pereira and Ben Derudder, Institute for Managerial Development (INDG), Brazil and Ghent 
University, Belgium 
 
Relationships between process quality, outcome quality, satisfaction and behavioural intentions for online travel 
agencies 
Ching-Fu Chen and Ya-Ling Kao, National Cheng Kung University, Taiwan 
 
Work force ageing and expanding service sector – a double burden on productivity? 
Pekka Ilmakunnas and Seija Ilmakunnas,, Helsinki School of Economics and HECER, Finland and Government Institute for 
Economic Research (VATT), Finland 
 
Details of further papers for volume 30(13-14) will be announced later on 
 
 
Volume 31(1-2) 2011 
 
SPECIAL ISSUE: SERVICE INDUSTRY FUTURES 
Guest Editors: Domingo Ribeiro and Theresa Welbourne, University of Valencia, Spain and Michigan University, USA 
 
Details of papers to follow 
 
The role of commitment on the customer benefits-loyalty relationship in mobile service industry 
Won-Moo Hur, JungKun Park and Minsung Kim, Hoseo University, Korea, Purdue University, USA and Inha University, Korea 
 
The determinant of customer profitability on the financial institution 
Chia-Chi Lee, Tyrone T. Lin and Chien-Jen Chen, National Taipei College of Business and National Dong Hwa University, 
Taiwan 
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The determinate effects of competences and decision process factors on firms’ internationalisation 
Tsui-Yii Shih, LungHwa University of Science and Technology, Taiwan 
 
Factors influencing the foreign entry mode of Asian and Latin American banks 
Meng-Fen Hsieh, Chung-Hua Shen and Jen-Sin Lee, National Taichung Institute of Technology and National Taiwan 
University, Taiwan 
 
The different systems for tourist hotels efficiency estimation in Taiwan 
Yung-ho Chiu, Chung-te Ting and Chin-wei Huang, Soochow University, Taiwan and  Chang Jung Christian University, Taiwan 
 
Nine issues for internet-based survey research in service industries 
Hui-Chih Wang and Her-Sen Doong, National Chung Cheng University, Taiwan and National Chiayi University 
 
Conceptualising and measuring experience quality: The customer’s perspective 
Ting-Yueh Chang and Shun-Ching Horng, Southern Taiwan University, Taiwan and National Chengchi University, Taipei, 
Taiwan 
 
The link between intraday signals and call warrant mispricing 
Yueh-Neng Lin, Shih-Kuo Yeh, Shih-Ching Chuan and Steven J. Jordan, National Chung Hsing University, Taiwan and KAIST 
Graduate School of Finance, Korea 
 
The effects of absorptive capacity, knowledge sourcing strategy and alliance forms on firm performance 
Shu-Cheng Lee, Hueimei Liang and Chang-yung Liu, National Sun Yat-Sen University, Taiwan 
 
 
Volume 31(3-4) 2011 
 
Internal labour markets as a strategic tool: A comparative study of UK and Chinese hotels 
Ron Fisher and Ruth McPhail, Griffith University, Australia 
 
Which works better: Public choice or social choice? 
Runtian Jing and Yao Li, University of Electronic Science and Technology of China, China 
 
Understanding the ‘retail revolution’ in urban China: A survey of retail formats in Beijing 
Enru Wang, University of North Dakota, USA 
 
The rise of super-elite law firms: Towards global strategies 
Susan Segal-Horn and Alison Dean, Open University, UK and Kent University, UK 
 
Evaluation of business processes using probability driven activity based costing 
Mark Stelling, Rajkumar Roy, Ashutosh Tiwari and Basim Majeed, Cranfield University, UK and British Telecom - Intelligent 
Systems Research Centre, UK 
 
Capital structure and cost efficiency in the Taiwanese banking industry 
Tsai-Lien Yeh, Ming Chuan University, Taiwan 
 
SME growth in the service sector: A taxonomy combining life cycle and resource-based theories 
João Ferreira Ferreira, Susana Azevedo and Rosa Cruz, University of Beira Interior, Portugal 
 
People-driven processes in customer relationship management 
Shu Fang Lin and Shari S.C. Shang, Yuanpei University, Taiwan and National Chengchi University, Taiwan 
 
The future of standardised quality management in tourism: Evidence from the Spanish tourist sector  
Marti Casadesus, Frederic Marimon and M. Mar Alonso, Universitat de Girona, Spain, Universitat Internacional de 



THE SERVICE INDUSTRIES JOURNAL published by Routledge, Taylor & Francis Group 
ISSN 0264-2069 17 
 

Catalunya, Spain and Universidad Autónoma de Madrid, Spain 
 
SPECIAL ISSUE: EUROPEAN ASSOCIATION FOR SERVICES RESEARCH (RESER) CONFERENCE: 
 
Details of papers will be announced nearer the publication time 
 
Volume 31(5-6) 2011 
 
Prediction of hotel bankruptcy using support vector machine, artificial neural network, logistic regression, and 
multivariate discriminant analysis 
Soo Y. Kim, Sejong Cyber University, Korea 
 
Oiling global capital accumulation: Analysing the principles, practices and geographical distribution of Islamic financial 
services 
David Bassens, Ben Derudder and Frank Witlox, Ghent University, Belgium 
 
Online non-relationship intentions: A longitudinal study 
Hong-Youl Ha and Swinder Janda, Kangwon National University, Korea and Kansas State University, USA 
 
An exploration of the service orientation discrepancy phenomenon in a public sector context 
Barbara Caemmerer and Alan Wilson, University of Strathclyde, UK 
 
Older consumer opportunities: Small firm response in a selected group of UK service sector markets 
Ian Chaston, Pontificia Universidad Catolica del Peru, Peru 
 
Efficiency and quality in health services: A crucial link 
José Luis Navarro-Espigares and Elisa Hernandez Torres, University of Granada, Spain 
 
Constructing an index for brand equity: A hospital example 
Yu-Che Wang, Kuei-Chu Hsu, Sheng Hsun Hsu and Po-An Hsieh, Chu Hwa University, Taiwan and The Hong Kong Polytechnic 
University, Hong Kong 
 
Customer orientation as a mediator of the influence of locus of control on job performance 
Wan-Jing April Chang and Tung Chun Huang, National Hsinchu University of Education, Taiwan and National Central 
University, Taiwan 
 
Trust types, distrust, and performance outcomes in small business relationships: The pharmacy-drug warehouse case 
Ayse Elif Sengun and S. Nazl  Wasti, ı Baskent University, Turkey, and Middle East Technical University, Turkey 
 
A strategic analysis of volunteer tourism organisations 
Angela M. Benson and Steven Henderson, Brighton University, UK and Southampton Solent University, UK 
 
Dynamics of experience service innovation: Innovation as a guided activity. Results from a Danish survey 
Lars Fuglsang, Jon Sundbo and Flemming Sørensen, Roskilde University, Denmark 
 
Whiteness, ethnic minorities and advertising in travel brochures 
Dawn Burton and Mary S. Klemm, Leeds, UK, formerly Queen Mary University of London and Bradford University, UK 
 
The role of service innovation and customer experience in ethnic restaurants 
Ching-Shu Su, Jinwen University of Science & Technology, Taiwan 
 
Financial service sector performance measurement model: AHP sensitivity analysis and balanced scorecard approach 
Cheng-Ru Wu, Chin-Tsai Lin and Pei-Hsuan Tsai, Yuanpei University, Taiwan 
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Service quality control mechanisms in franchise networks 
Roberto Sánchez Gómez, Isabel Suárez González and Luis Vazquez, University of Salamanca, Spain 
 
Productivity growth and cyclical behaviour in service industries: The Spanish case 
Andrés Maroto-Sánchez, Universidad de Alcala, Spain 
 
Mechanism design in an integrated approach towards revenue management: The case of Empress Cruise Lines 
Irene C.L. Ng and Nick K.T. Yip, University of Exeter, UK 
 
Distributed product knowledge service: Model and system framework 
Yuh-Jen Chen, Meng-Sheng Wu, Hui-Chuan Chu and Yuh-Min Chen, National Kaohsiung First University of Science and 
Technology, Taiwan, National University of Tainan, Taiwan  and National Cheng Kung University, Taiwan 
 
 
Volume 31(7-8) 2011 
 
The effect of corporate reputations on customer perceptions and cross-buying intentions 
Shih-Ping Jeng, National Taiwan Ocean University, Taiwan 
 
A re-examination of the antecedents and impact of customer participation in service 
Cedric Hsi-Jui Wu, National Dong Hwa University, Taiwan 
 
Evaluating cultural industries: Investigating visitors’ satisfaction in theatres 
Sabine Boerner, Volker Moser and Johanna Jobst, University of Konstanz, Germany 
 
Entrepreneurial orientation, access to financial resources, and product performance in the Greek commercial TV industry 
Leonidas A. Zampetakis, Melina Vekini and Vassilis Moustakis, Technical University of Crete, Greece and Foundation for 
Research and Technology-Hellas (FORTH), Greece 
 
Organisational rigidities and marketing theory: Examining the US department store c.1910-1965 
Steve Wood, University of Surrey, UK 
 
Using the theory of planned behaviour to predict public sector training participation 
Yen-Yin Ho, Hsien-Tang Tsai and Jen-der Day, National Sun Yat-Sen University, Taiwan and National Kaohsiung University of 
Applied Sciences, Taiwan 
 
Study on the relations among the customer knowledge management, learning organization and organizational 
performance 
Chich-Jen Shieh and I-Ming Wang, Chang Chung Christian University, Taiwan 
 
Antecedents of consumers’ time perceptions in a hypermarket retailer 
Ivan-Damir Anic, Sonja Radas and Joseph C. Miller, The Institute of Economics, Zagreb, Croatia and Indiana University, USA 
 
Bootstrapped Malmquist indices of Australian airports 
Albert Geirge Assaf, Victoria University, Melbourne, Australia 
 
Personal ties, reciprocity, competitive intensity, and performance of the strategic alliances in Taiwan's travel industry 
Sheng-Hshiung Tsaur and Chih-Hung Wang, National Chiayi University Taiwan and Shu-Te University Taiwan 
 
Identifying key factors affecting consumers' choice of wealth management services: An AHP approach 
Vincent F. Yu and Hsiu-I Ting, National Taiwan University of Science and Technology, Taiwan and National Kaohsiung First 
University of Science and Technology, Taiwan 
 
A pragmatic service typology – capturing the distinctive dynamics of services in time and space 
Johannes Glückler and Ingmar Hammer, University of Heidelberg, Germany 
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Airline catering service operation, schedule nervousness and collective efficacy on performance: Hong Kong evidence 
Kris M.Y. Law, Hong Kong Polytechnic University, Hong Kong 
 
Dealer spread and portfolio selection under price risk: Evidence from the gold service industry 
Jin-Ray Lu, National Dong Hwa University, Taiwan 
 
Founding scale and survival: Double-edged effects of corporate sponsorship 
Hsien-Jui Chung, Hsuan Lo and Chun-Chung Chen, National Chung Cheng University, Taiwan, Chia Nan University of 
Pharmacy & Science, Taiwan and National Taiwan University, Taiwan 
 
Exporter performance in the German business services sector 
Alexander Vogel, University of Lüneburg, Germany 
 
Middle managers’ perception of subordinates’ customer orientation in the banking sector 
Leonidas A. Zampetakis, Technical University of Crete, Greece 
 
Developing an effective strategic mix of corporate philanthropy 
Namin Kim, EuiSik Cho, Youngchan Kim and Moonkyu Lee, Yonsei University, Korea and Korea Productivity Center 
 
 
Volume 31(9-10) 2011 
 
Why do banks join loan syndications? The case of participant banks 
Yener Altunbaş and Alper Kara, Bangor University, UK and Loughborough University, UK 
 
Please smile, the CCTV is running! 
Tsung-Chi Liu and Cheng-Feng Chen, National Cheng Kung University, Taiwan 
 
Factors affecting successful innovation by content-layer firms in Korea 
Junseok Hwang and Seunghyun Kim, Seoul National University, Korea 
 
Logistics service quality and buyer-customer relationships: The moderating role of technology in b2b and b2c contexts 
Irene Gil Saura and Maria Eugenia Ruiz Molina, University of Valencia, Valencia, Spain 
 
 
SPECIAL ISSUE: TOURISM SERVICES  
Guest Editors: Joaquín Guzmán Cuevas, Miguel Ángel Galindo Martin and Domingo Ribeiro, Universidad de Sevilla, 
Universidad de Castilla la Mancha, and University of Valencia, Spain 
 
 
Volume 31(11-12) 2011 
 
Details of papers will be announced later on 
SPECIAL ISSUE: CREATIVITY AND INNOVATION (INTERNATIONAL NETWORK OF BUSINESS & MANAGEMENT JOURNALS) 
 
 
Volume 31(13-14) 2011 
Details of papers will be announced later on 
 
Volume 31(15-16) 2011 
New issues as a result of the Service Industries Journal going to 16 issues in 2011 
Details of papers will be announced later on 
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Volume 32(1-2) 2012 
SPECIAL ISSUE: SERVICES STATE OF THE ART AND SCIENCE (31ST ANNIVERSARY OF THE FOUNDING OF THE SIJ) 
 
Volume 31(3-4) 2012 
SPECIAL ISSUE: EUROPEAN ASSOCIATION FOR SERVICES RESEARCH (RESER) CONFERENCE: 
 
 
Volume 32(9-10) 2012 
SPECIAL ISSUE: SERVICE PROFIT CHAIN 
Guest Editors: Susan Ellis and Les Johnson, Melbourne University, Australia 
 
 
Volume 33(1-2) 2013 
SPECIAL ISSUE: CUSTOMER CITIZENSHIP BEHAVIOUR, ANTECEDENTS AND CONSEQUENCES 
Guest Editor: Liliana Bove, University of Melbourne, Australia 
 
Volume 33(3-4) 2013 
 
SPECIAL ISSUE: EUROPEAN ASSOCIATION FOR SERVICES RESEARCH (RESER) CONFERENCE: 
 
Volume 33(9-10) 2013 
SPECIAL ISSUE: HEALTHCARE MANAGEMENT 
Guest Editors: Juan Gabriel Cegarra and Gabriel Cepeda, Universidad Politecnica de Cartagena, Spain 
 
 


