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In this book leading scholars and practitioners present the latest research and theory in customer satisfaction and 
services marketing with a wealth of stimulating ideas. Topics discussed include: the measurement of the managerial 
impact on service quality improvement; new methods of assessing the various elements of service quality; and 
philosophies of the nature of customer value. The diverse viewpoints of the contributors reveal the variety of emerging 
ideas on the subject of service quality.

http://f3db.com/pub/links.php?id=B01FMG3ZH6


About the AuthorRoland T. Rust holds the David Bruce Smith Chair in Marketing at the Robert H. Smith School of 
Business at the University of Maryland, where he is Chair of the Marketing Department and directs the Center for e-
Service. His lifetime achievement honors include the American Marketing Associationrsquo;s Gilbert A. Churchill 
Award for contributions to marketing research, the Outstanding Contributions to Research in Advertising award from 
the American Academy of Advertising, the AMArsquo;s Career Contributions to the Services Discipline Award, 
Fellow of the American Statistical Association, and the Henry Lataneacute; Distinguished Doctoral Alumnus Award 
from the University of North Carolina at Chapel Hill.nbsp; He has won best article awards for articles in Marketing 
Science, Journal of Marketing Research, Journal of Marketing (twice), Journal of Advertising, and Journal of 
Retailing, as well as MSIrsquo;s Robert D. Buzzell Best Paper Award (twice).nbsp; His book, Driving Customer 
Equity (written with Valarie Zeithaml and Katherine Lemon) won the 2002 Berry-AMA Book Prize for the best 
marketing book of the previous three years.nbsp; His work has received extensive media coverage, including a 
Business Week cover story and an appearance on ABC World News Tonight with Peter Jennings.nbsp; He is the 
founder and Chair of the AMA Frontiers in Services Conference, and serves as founding Editor of the Journal of 
Service Research.nbsp;nbsp; Professor Rust also is an Area Editor at Marketing Science, and serves on the editorial 
review boards of the Journal of Marketing Research, Journal of Marketing, and the Journal of Interactive 
Marketing.nbsp; He has consulted with many leading companies worldwide, including such companies as American 
Airlines, ATT, Chase Manhattan Bank, Dow Chemical, DuPont, FedEx, IBM, Nortel, Procter Gamble, Sears, 
Unilever, and USAA.nbsp; Professor Oliver, a distinguished researcher in the field of consumer psychology, joined 
the Owen faculty in 1990, after more than a decade of teaching at the Wharton School at the University of 
Pennsylvania and the Graduate School of Business Administration at Washington University. Within the field of 
consumer psychology, Professor Oliver has a special focus on customer satisfaction, customer loyalty, and post-
purchase processes generally. He holds the position of Fellow of the American Psychological Association for his 
extensive writings on the psychology of the satisfaction response. Richard L. Oliverprime;s teaching interests include 
consumer behavior, customer satisfaction psychology including CRM, and marketing research. At Owen he has been 
honored with the James A. Webb Award for Excellence in Teaching, the Deanprime;s Teaching Excellence Award, 
and the Deanprime;s Award for Research Productivity. Professor Oliver is the author of Satisfaction: A Behavioral 
Perspective on the Consumer (Irwin/McGraw-Hill) and co-editor of Service Quality: new Directions in Theory and 
Practice (Sage). Among his many professional activities, Professor Oliver has served on the boards of the Journal of 
Consumer Research, Journal of Marketing, Journal of Personal Selling Sales Management, and Journal of Retailing. 
He has published articles in the Journal of Consumer Research, Journal of Marketing Research, Journal of Service 
Research, Journal of Marketing, Journal of Applied Psychology, Psychology Marketing, Behavioral Science, Journal 
of Economic Psychology, Applied Psychological Measurement, Psychometrika, Organizational Behavior and Human 
Decision Processes, Advances in Consumer Research, Journal of Retailing, Journal of Personal Selling Sales 
Management, Journal of Consumer Satisfaction/Dissatisfaction Complaining Behavior, Journal of Advertising, Journal 
of Consumer Affairs, and others. 


