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 MARY JO BITNER

Edward M. Carson Chair in Services Marketing, Emerita
Executive Director, Center for Services Leadership, Emerita
W. P. Carey School of Business

Arizona State University, Tempe, AZ   85287-4106
480-965-3621; maryjo.bitner@asu.edu
EDUCATIONAL DEGREES
Honorary Doctorate, Hanken School of Economics, Helsinki, Finland
Ph.D. in Marketing, University of Washington
MBA, University of Washington
BA in Political Science, University of Washington
ACADEMIC EXPERIENCE
W. P. Carey School of Business, Arizona State University
Emeritus Professor of Marketing, 2019 to present
Professor of Marketing, 1997 to 2018
Associate Professor of Marketing, 1992-1997

Assistant Professor of Marketing, 1987-1992

ADMINISTRATIVE LEADERSHIP 

W. P. Carey School of Business, Arizona State University
Co-Executive Director, Center for Services Leadership, 2015-2018.
Executive Director, Center for Services Leadership, 2011-2015.
Co-Director and Academic Director, Center for Services Leadership, 2004-2011.

Research Director, Center for Services Leadership, 1994-2004.

Faculty Coordinator, MBA Specialization in Services Marketing and Management, 1996-2000; 2001-2002;     2003-04.
PROFESSIONAL LEADERSHIP

Founder and Co-Chair, Responsible Research in Business and Management (www.rrbm.network), 2015-2021.
Editor in Chief, Journal of Service Research, June 2013-May 2017
American Marketing Association Board Member, elected to a three-year term, July 2011-June 2014.
HONORS AND AWARDS

PhD Alumnus of the Year award, Foster School of Business, University of Washington, 2020

AMA Fellow, American Marketing Association, 2019

Honorary Doctorate, Hanken School of Economics, Helsinki, Finland, 2019

W. P. Carey Faculty Hall of Fame, 2018

Christian Gronroos Service Research Award for pioneering and innovative research in services, 2017

Marketing Innovator Award, 2014, presented by Marketing Management Association
ISSIP Fellow Award for Lifetime Achievement in Service Science, International Society for Service Innovation Professionals, inaugural award, 2013
Named Edward M. Carson Chair in Services Marketing, 2013
Best Paper Award for the best paper published in the Journal of Service Research in 2010.
2010 Outstanding Professor, Doctoral Programs, W. P. Carey School of Business.  One award given annually.
Named Distinguished Honored Professor, School of Management, Fudan University, Shanghai China, 2010-2013.
IBM Faculty Fellow Award for Services Science research, 2005

Named PetSmart Chair in Services Leadership, 2003-2013
Received Career Contributions to the Services Discipline award from the American Marketing Association, 2003

Named AT&T Professor of Services Marketing and Management, 1999-2003
Faculty Fellow, AMA Sheth Foundation Doctoral Consortium, 1995, 2001, 2004, 2007, 2010, 2012.
Faculty of the AMA Frontiers in Services Doctoral Consortium, 1994-1997, 1999, 2000, 2003, 2005, 2007, 2010, 2011.
Arizona State Governor's Award for Excellence. Chaired the team that received this award for excellence in the Services Marketing and Management MBA specialization, 1998.
Best Paper Award for Marketing Relationships, Customer Orientation and Alliances Track, AMA Winter   Educators' Conference, 1997.

Nominated for Dean's Council of 100 Distinguished Scholars, 1996, 1997.

American Marketing Association Services Group (SERVSIG) Award for the best paper in services marketing and management published in any journal in the preceding year, given for: "Critical Service Encounters: the Employees Viewpoint," Journal of Marketing, 1995.

Best Paper Award from the International Journal of Service Industry Management for "The Internal Service Encounter,” 1995.
International Service Quality Association, Best Paper Award, for "Critical Service Encounters:  The Employee Viewpoint," Journal of Marketing, October 1994.

College of Business Graduate Teaching Award, 1992.
Faculty Research Development Award.  An award recognizing top research proposals in the college for 1991.

Von Nostrand Reinhold Research Award.  Awarded by CHRIE, an international organization of the hospitality industries.  Award is in recognition of the contribution to the literature and to industry of "The Service Encounter: Diagnosing Favorable and Unfavorable Incidents," Journal of Marketing, January 1990.

Edna Benson Fellowship for dissertation research, University of Washington, 1985.

American Marketing Association Doctoral Consortium Fellow, 1985.

Best Paper Award, American Marketing Association, Annual Services Marketing Conference, 1984.  

Boeing Fellowship for Doctoral Research, 1984.  One award given annually.
RESEARCH AND PUBLICATIONS
Books, Edited Journals, and Monographs
“A Vision for Responsible Research in Business and Management:  Striving for Credible and Useful 

Knowledge,” position paper, co-authored with the Community for Responsible Research in Business and 

Management (with a cross-disciplinary group of leading scholars across business disciplines, led by Anne 

S. Tsui, University of Notre Dame), 2017. See:  www.rrbm.network
Zeithaml, Valarie, Stephen W. Brown, Mary Jo Bitner, and Jim Salas, Profiting From Services:  What Product-Centric Firms Need to Know, Business Expert Press, 2014.
Ostrom, Amy L., Mary Jo Bitner, and Kevin A. Burkhard, “Leveraging Service Blueprinting to Re-Think Higher Education,” white paper commissioned by the Center for American Progress, Washington, D.C., 2011.

Zeithaml, Valarie A., Mary Jo Bitner, and Dwayne D. Gremler, Services Marketing:  Integrating Customer Focus Across the Firm, New York: McGraw-Hill, 1996 (Zeithaml and Bitner); second edition, 2000 (Zeithaml and Bitner); third edition, 2003 (Zeithaml and Bitner); fourth edition, 2006 (Zeithaml, Bitner, and Gremler); fifth edition 2009 (Zeithaml, Bitner, and Gremler); sixth edition 2013 (Zeithaml, Bitner, and Gremler); 7th edition 2017 (Zeithaml, Bitner, and Gremler). This is one of two leading texts in services marketing worldwide; currently translated into Spanish, Chinese, Italian, Portuguese, Korean.
Morgan, Felicia, Gremler, Dwayne, Mary Jo Bitner and Valarie A. Zeithaml, Services Marketing:  An Active Learning Resource Guide,  New York:  McGraw-Hill,  2013 (fifth edition); 2017 (6th edition).
Gremler, Dwayne, Mary Jo Bitner and Valarie A. Zeithaml, Services Marketing:  An Active Learning Resource Guide,  New York:  McGraw-Hill,  2000; 2003 (second edition); 2006 (third edition); 2009 (fourth edition).
Bitner, Mary Jo (editor), Journal of Retailing, Special Issues:  Services Marketing, Volume 73 (1) and Volume 73 (3), 1997.

Wright, Lauren K., Mary Jo Bitner and Valarie A. Zeithaml, Services Marketing: An Active Learning Resource Guide, New York: McGraw-Hill, 1996.

Bitner, Mary Jo and Lawrence A. Crosby (eds.), Designing a Winning Service Strategy, Chicago: American Marketing Association, 1989.
Articles in Refereed Journals
Mende, Martin, Maura Scott, Mary Jo Bitner, and Amy L. Ostrom, “Activating Consumers for 


Better Coproduction Outcomes through Eustress: The Interplay of Firm-Assigned Workload, 


Service Literacy, and Organizational Support,” Journal of Public Policy and Marketing, 36 (1), 

2017, 137-155.

Hollmann, Thomas, Cheryl Burke Jarvis, and Mary Jo Bitner, “Reaching the Breaking Point:  A 


Dynamic Process Theory of Business-to-Business Customer Defection,” Journal of the 


Academy of Marketing Science, March 2015, 257-278.

Grainer, Marc, Charlie Noble, Mary Jo Bitner, and Scott Broetzmann, “What Unhappy Customers 


Want,” Sloan Management Review, Vol. 55, No. 3, Spring 2014, 30-35.
Sirianni, Nancy J., Mary Jo Bitner, Stephen W. Brown, and Naomi Mandel, “Branded Service Encounters:  Strategically Aligning Employee Behavior with the Brand Positioning,” Journal of Marketing, Vol. 77, No. 6, November 2013, 108-123.
Gallan, Andrew, Cheryl Burke Jarvis, Stephen W. Brown and Mary Jo Bitner, “Customer Positivity and Participation in Services:  An Empirical Test in a Healthcare Context,” Journal of the Academy of Marketing Science, Vol. 41, No 3, May 2013, 338-356.

Mende, Martin, Ruth N. Bolton and Mary Jo Bitner, “Decoding Customer-Firm Relationships:  How 

Attachment Styles Help Explain Customers’ Preferences for Closeness, Repurchase Intentions, and 


Changes in Relationship Breadth,” Journal of Marketing Research, Vol. 50, No. 1, February 2013,125-


142.
Wunderlich, Nancy, Florian von Wangenheim, and Mary Jo Bitner, “High Tech and High Tough:  A Framework for Understanding User Attitudes and Behaviors Related to Smart Interactive Services,” Journal of Service Research, lead article, Vol. 16, No. 1, February 2013, 3-20.
Cadwallader, Susan, Cheryl Burke Jarvis, Amy L. Ostrom and Mary Jo Bitner, “Frontline Employee 


Motivation to Participate in Service Innovation Implementation,” Journal of the Academy of Marketing 

Science, Vol. 38, No. 2, 251-, 2010.
Ostrom, Amy L., Mary Jo Bitner, Stephen W. Brown, Kevin A. Burkhard, Michael Goul, Vicki Smith-Daniels, Haluk Demirkan, and Elliot Rabinovich, “Moving Forward and Making a Difference:  Research Priorities for the Science of Service,” Journal of Service Research, 13 (1), February 2010, 4-36. This paper received the Best Paper Award for best paper published in JSR in 2010.
        Bitner, Mary Jo, Amy L. Ostrom and Felicia N. Morgan, “Service Blueprinting:  A Practical Technique for 


Service Innovation,” California Management Review, Spring 2008, 66-94.

Bitner, Mary Jo, and Stephen W. Brown, “The Service Imperative,” Business Horizons 50th Anniversary 


Issue, January-February 2008.

Bitner, Mary Jo and Stephen W. Brown, “Services Science in Business Schools:  Evolution and 

Discovery,” CACM Journal, Special Issue on Services Science, July 2006, 73-78.

Meuter, Matthew L., Mary Jo Bitner, Amy L. Ostrom and Stephen W. Brown, “Choosing Among Alternative Delivery Modes:  An Investigation of Customer Trial of Self-Service Technologies,”  Journal of Marketing, April 2005, 61-83.

Gwinner, Kevin, Mary Jo Bitner, Stephen W. Brown and Ajith Kumar, “Service Customization Through Employee Adaptiveness,” Journal of Service Research, November 2005, 131-148. This paper received the Best Paper Award for JSR for 2005.
Sandler, Irwin, Amy Ostrom, Mary Jo Bitner, Tim Ayers, Sharlene Wolchik and Vicki Smith-Daniels, “Developing Prevention Services for the Real World:  A Prevention Service Development Model,” American Journal of Community Psychology, Vol. 35, Nos. 3-4, March 2005, 127-42..
Meuter, Matthew L., Amy L. Ostrom, Mary Jo Bitner and Robert Roundtree, “The Influence of Technology Anxiety on Consumer Use and Experiences with Self-Service Technologies” Journal of Business Research,  2003, 56 (11), 899-906.

Bitner, Mary Jo, Amy L. Ostrom and Matthew L. Meuter, “Implementing Successful Self-Service Technologies,” Academy of Management Executive, November 2002, Vol. 16, No. 4, 96-109.
Meuter, Matthew L., Amy L. Ostrom, Robert Roundtree, and Mary Jo Bitner, "Self-Service Technologies: Understanding Customer Satisfaction with Technology-Based Service Encounters,” Journal of Marketing,  Vol. 64, July 2000, 50-64.

Bitner, Mary Jo, Stephen W. Brown and Matthew L. Meuter, "Technology Infusion in Service Encounters," Journal of the Academy of Marketing Science, Special Issue on Customers and Consumers in the 21st Century, Winter 2000, 138-149.

Gwinner, Kevin, Dwayne Gremler and Mary Jo Bitner, "Relational Benefits in Service Industries: A View from the Consumer's Perspective," Journal of the Academy of Marketing Science,  Vol 26, Spring 1998, 101-114.
Bitner, Mary Jo, "Perspectives on Service Excellence," Journal of Retailing, Introduction to the Second Special Issue on Services Marketing (Mary Jo Bitner, editor), Vol.  73,  Fall 1997, 299-302.

Bitner, Mary Jo, "Services Marketing: Perspectives on Service Excellence," Journal of Retailing, Introduction to the First Special Issue on Services Marketing (Mary Jo Bitner, editor),  Vol.  73, Spring 1997, 3-6.

Bitner, Mary Jo, William T. Faranda, Amy R. Hubbert and Valarie A. Zeithaml, "Customer Contributions and Roles in Service Delivery," International Journal of Service Industry Management, Vol. 8, No. 3, 1997, p. 193-205.

Bitner, Mary Jo, invited commentary on "The Quality Improvement Customers Didn't Want," by Dawn Iacobucci, Harvard Business Review, Vol 74, January-February 1996, 28.

Bitner, Mary Jo, "Building Service Relationships: It's All About Promises," Journal of the Academy of Marketing Science, special issue on Relationship Marketing, 1995, Vol. 23,  No. 4 (Fall), 246-251.

Mohr, Lois A. and Mary Jo Bitner, "The Role of Employee Effort in Satisfaction with Service Transactions," Journal of Business Research, 32 (March) 1995, 239-252.

Bitner, Mary Jo, Bernard H. Booms and Lois A. Mohr, "Critical Service Encounters:  The Employee's Viewpoint," Journal of Marketing, October 1994, 95-106.  This paper received two Best Paper awards.
Wright, Lauren K., Mary Jo Bitner, and Valarie A. Zeithaml, "Paradigm Shifts in Marketing Education: Using Active Learning to Deliver Services Marketing Content," Journal of Marketing Education, Vol 16, Fall 1994, 5-19.
Gremler, Dwayne, Mary Jo Bitner and Kenneth R. Evans, "The Internal Service Encounter," International Journal of Service Industry Management, 1994, Vol. 5, No. 2, 34-56, re-published in Logistics Information Management, August 1995.  This paper received a Best Paper award.
Brown, Stephen W., Raymond P. Fisk and Mary Jo Bitner, "The Development and Emergence of Service Marketing Thought," (an adaptation of "Tracking the Evolution of the Services Marketing Literature" by Fisk, Brown and Bitner), International Journal of Service Industry Management, 1994, 5 (1), 21-48.

Fisk, Raymond P., Stephen W. Brown and Mary Jo Bitner, "Tracking the Evolution of the Services Marketing Literature," Journal of Retailing, Vol. 69, No. 1, 1993, 61-103.
Bitner, Mary Jo, "Servicescapes: The Impact of Physical Surroundings on Customers and Employees," Journal of Marketing, April 1992, 57-71.

Ward, James C., Mary Jo Bitner and John Barnes, "Measuring the Prototypicality and Meaning of Retail Environments," Journal of Retailing, Vol. 69, No. 2, 1992, 194-220.

Ward, James C., Mary Jo Bitner and David Gourley: "The Outcomes of Life in Academe: Career Tracking of Marketing Ph.D. Students," Journal of Marketing Education, Spring 1991, 31-39.

Bitner, Mary Jo, "Evaluating Service Encounters: The Effects of Physical Surroundings and Employee Responses," Journal of Marketing, April 1990, 69-82. This paper is among the Top 20 most cited marketing journal publications across the top 5 journals in the field  from 1990-2002.
Bitner, Mary Jo, Bernard H. Booms and Mary Stanfield Tetreault, "The Service Encounter: Diagnosing Favorable and Unfavorable Incidents," Journal of Marketing, January 1990, 71-84.  This paper received an award.
Crosby, Lawrence A., James D. Gill and Mary Jo Bitner, "The Organizational Structure of Values," Journal of Business Research, March 1990, 123-134.

Bitner, Mary Jo and Bernard H. Booms, "Trends in Travel and Tourism Marketing: The Changing Structure of Distribution Channels," Journal of Travel Research, Vol. XX, Number 4, Spring 1982, 39‑44.  Reprinted in Tourism, 4th edition, by Robert McIntyre and Charles Goeldner, 1983, 283‑293.  Unsolicited abstract in Journal of Marketing, Winter 1983, 139.
Booms, Bernard H. and Mary Jo Bitner, "Marketing Services by Managing the Environment," Cornell Hotel and Restaurant Administration Quarterly, Vol. 23, No. 1, May 1982, 35‑39.  Reprinted in Strategic Marketing Planning in the Hospitality Industry, Robert L. Blomstrom (ed.), East Lansing, MI:  The Educational Institute of the American Hotel and Motel Association, 1983, 222-226.

Bitner, Mary Jo and Bernard H. Booms, "Deregulation and the Future of the U.S. Travel Agent Industry," Journal of Travel Research, Vol XX, Fall 1981, 2‑7.

Booms, Bernard H. and Mary Jo Bitner, "New Management Tools for the Successful Tourism Manager," in Annals of Tourism Research, Vol. III, No. 3, 1980, 337‑352.

Articles/Chapters in Books
    Ostrom, Amy L., Darima Fotheringham and Mary Jo Bitner, “Customer Acceptance of AI in Service 

Encounters: Understanding Antecedents and Consequences,” in Maglio, P. P., Kieliszewski, C. A., 


Spohrer, J. C., 
Lyons, K., Patricio, L. & Sawatani, Y. (Eds.)., Handbook of service science (Vol. II). New York: Springer, 2018.
    Bitner, Mary Jo and Helen Si Wang, “Service Encounters in Service Marketing Research,” in 

   
Handbook Service Marketing Research, Roland T. Rust and Ming-Hui Huang (eds), Edward 

   
Elgar Publishing Ltd., Cheltenham, UK:  2014, 221-243.
Bitner, Mary Jo, “Christian Gronroos:  Services Marketing Pioneer, Thought Leader and Legend,” 

Raymond P. Fisk (Volume 1 editor), Legends in Marketing: Gronroos, part of a book series on Marketing Legends, Jagdish Sheth (series editor), Sage Publications, 2014.
       Zeithaml, Valarie A., Mary Jo Bitner, and Dwayne D. Gremler, “Services Marketing Strategy,” in

 Marketing Strategy, Robert A. Peterson and Roger A. Kerin, eds., Vol. 1 in Wiley International 

Encyclopedia of Marketing, Jagdish Sheth and Naresh Malhotra, eds. Chichester, England: 

John Wiley & Sons, 2011, 208-218.

Bitner, Mary Jo, Valarie A. Zeithaml, and Dwayne Gremler, “Technology’s Impact on the Gaps


Model of Service Quality,” in The Handbook of Service Science, P. P. Maglio, C. A. Kieliszewski, and J. C. Spohrer (editors), New York:  Springer,  2010, 197-218.
        Brown, Stephen W. and Mary Jo Bitner, “Mandating a Services Revolution for Marketing,” in Toward Service 


Dominant Logic of Marketing:  Dialog, Debate, and Directions,” edited by Robert Lusch and Stephen 


Vargo, M.E. Sharpe, publisher, 2006, 393-405.
Ostrom, Amy L., Mary Jo Bitner and Matthew L. Meuter, “Self-Service Technologies,” in E-Service, edited by Roland Rust and P.K. Kannan,  M.E. Sharpe, publisher, 2002, 45-64.
Bitner, Mary Jo, “Mary Jo Bitner:  Arizona State University,” chapter in Services Marketing Self-Portraits, Raymond P. Fisk, Stephen J. Grove, and Joby John (eds), Chicago:  American Marketing Association, 2000, 19-36.

Bitner, Mary Jo, "The Servicescape," in Handbook of Services Marketing & Management, Teresa A. Swartz and Dawn Iacobucci  (eds), Thousand Oaks, CA:  Sage Publications, 2000, 37-50.

Mohr, Lois A. and Mary Jo Bitner, "Process Factors in Service Delivery: What Employee Effort Means to Customers," in Advances in Services Marketing and Management, Vol. 4, Teresa A. Swartz, David E. Bowen and Stephen W. Brown (eds.), 1995, JAI Press, 91-118.

Brown, Stephen W. and Mary Jo Bitner, "Services Marketing," in American Management Association Management Handbook (3rd Ed),  John J. Hampton (ed), AMACOM Books, NY, 1994,  Section 5, 5-15.

Bitner, Mary Jo and Amy R. Hubbert, "Encounter Satisfaction vs. Overall Satisfaction vs. Quality: The Customer's Voice," Roland T. Rust and Richard L. Oliver (eds.), Service Quality:  New Directions in Theory and Practice, Sage Publications, 1994, 72-94.

Bitner, Mary Jo, "Managing the Evidence of Service," The Service Quality Handbook, Eberhard Sheuing and William Christopher (eds.), NY: AMACOM Press, 1993, 358-70.

Grove, Stephen J., Raymond P. Fisk and Mary Jo Bitner, "Dramatizing the Service Experience: A Managerial Approach," in Advances in Services Marketing and Management:  Research and Practice, Vol. I., Teresa A. Swartz, David E. Bowen and Stephen W. Brown (eds.), JAI Press Inc., 1992. 91-122.

Bitner, Mary Jo, "The Evolution of the Services Marketing Mix and Its Relationship to Service Quality," in Service Quality: Multi-Disciplinary and Multi-National Perspectives, Stephen W. Brown, Evert Gummesson, Bo Edvardsson and BengtOve Gustavsson (eds.), Lexington Books, 1991, 23-38.

Bitner, Mary Jo and Bernard H. Booms, "A Model of the Hotel Selection Process and Preliminary Analysis of the Travel Agent's Influence," in The Practice of Hospitality Management II, Robert C. Lewis, Thomas J. Beggs, Margaret Shaw and Steven A. Croffoot (eds.), Westport, Connecticut: AVI Publishing, Co., Inc., 1986, 473‑488.

Nyquist, Jody D., Mary Jo Bitner, and Bernard H. Booms, "Identifying Communication Difficulties in the Service Encounter: A Critical Incidents Approach," in The Service Encounter, John Czepiel, Michael Solomon and Carol Surprenant (eds.), Lexington Books, 1985, 195‑212.

Published Magazine Articles and Columns
Bitner, Mary Jo, Amy L. Ostrom, and Kevin A. Burkhard, “Service Blueprinting:  Transforming the Student 


Experience,” Educause Review, November/December 2012, 38-50.
Bitner, Mary Jo, “Service Excellence – Eye of the Beholder,” REALTOR Magazine, March 2005,


46-50.
Bitner, Mary Jo, “Self-Service Technologies:  What Do Customers Expect?” Marketing Management,  

Spring 2001, 10-11.
Bitner, Mary Jo,  “Service and Technology:  Opportunities and Paradoxes,”  Managing Service Quality, 

     MCB University Press, England, Vol. 11, No. 6, 2001, 375-379.    

Published Conference Proceedings
        Wang, Helen, Mary Jo Bitner, and Amy L. Ostrom, “Customer Participation in Context,” Frontiers in Service 


Conference, Ohio State University, June 2011 (abstract only).

       Zeithaml, Valarie A., Stephen W. Brown, and Mary Jo Bitner, Service Infusion in Product-Dominant 


Companies:  Findings from a Multi-Company Study and an Agenda for Future Research,” Frontiers in 


Service Conference, Ohio State University, June 2011 (abstract only).

        Eaton, Kathryn, Mary Jo Bitner and Douglas Olsen, “When Do We Want to Work and Play?  The Influence of

Hedonic and Utilitarian Functionalities on Customer Adoption and Usage of Goods and Services,” 


Frontiers in Service Conference, Ohio State University, June 2011 (abstract only).

        Sirianni, Nancy and Mary Jo Bitner, “How Truthful are Customers’ Moments of Truth?” QUIS11 


Conference, Cornell University, June 2011 (abstract only).

        Sirianni, Nancy, Mary Jo Bitner, Stephen W. Brown and Naomi Mandel, “Branded Customer


Service:  How Aligning Employee Behavior with Brand Personality Impacts Customer-Based 


Brand Equity,” Frontiers in Service Conference, Karlstad, Sweden, June 2010 (abstract only).
       Wang, Helen, Mary Jo Bitner and Amy Ostrom, “Motivating Customer Creativity: An


 Investigation of Customer Idea Generation in Co-Created Service Innovation,” Frontiers in 


Service Conference, Karlstad, Sweden, June 2010 (abstract only).

Bitner, Mary Jo, “Valarie Zeithaml:  Leadership, Impact and Significance in Service Research,” Conference 


 Proceedings of the Paul D. Converse Symposium, University of Illinois, Spring 2008.

Morgan, Felicia, Mary Jo Bitner and Amy L. Ostrom, “The Service Network Experience:  Effects of 



Partner Firm Performance on Focal Firm Brand Image,” Frontiers in Service Conference, San 



Francisco, 2007 (abstract only).
Bitner, Mary Jo, Amy L. Ostrom and Felicia N. Morgan “Service Blueprinting:  A Practical Tool 


for Service Innovation,” presented at Service Innovation Conference, U.C. Berkeley, 2007. 

This paper was selected from the conference papers to be reviewed for potential publication in the California Management Review where it appeared in 2008.


Bitner, Mary Jo, Amy L. Ostrom and Felicia Morgan, “Twenty Years of Service Blueprinting:  The Continuing 



Evolution of a Methodology in Use,” Frontiers in Services Conference,  University of Maryland, 



2003 (abstract only).


Meuter, Matthew, Mary Jo Bitner and Amy Ostrom, “Customer Adoption of Self-Service

    Technologies:  Model Development and Assessment”  Frontiers in Services Conference,    

    University of Maryland, 2001 (abstract only).


Cadwallader, Susan and Mary Jo Bitner, “Customer Adoption of Internet Self-Service Technologies:  The 



Effect of Incentive Timing on Trial, Performance, and Persistence,” Frontiers in Services Conference, 



Vanderbilt University, 2000 (abstract only).

Meuter, Matthew L., Mary Jo Bitner and Stephen W. Brown, “Technology Infusion in Service 

Encounters,” Frontiers in Services Conference, Vanderbilt University, 1999 (abstract only).
Gwinner, Kevin, Mary Jo Bitner and Stephen W. Brown, “The Adaptive Behaviors of Boundary Spanning      

Personnel,” Frontiers in Services Conference, Vanderbilt University, 1999 (abstract only).

Meuter, Matthew L. and Mary Jo Bitner, "Self-Service Technologies: Extending Service Frameworks and Identifying Issues for Research," American Marketing Association Winter Educators' Conference, Marketing Theory and Applications, Dhruv Grewal and Connie Pechmann (eds), 1998, 12-19.

Meuter, Matthew L. and Mary Jo Bitner, "The New Service Encounter: Customer Usage & Satisfaction with Self-Service Technologies," Frontiers in Services Conference, Vanderbilt University, 1997 (abstract only).

Gremler, Dwayne, Kevin Gwinner, and Mary Jo Bitner, "An Empirical Examination of Relational Benefits in Service Industries: What Do Customers Receive from the Relationship?" American Marketing Association Winter Educators' Conference, 1997, 241-242 (abstract only); this paper was selected as the "Best Paper" within the Marketing Relationships, Customer Orientation and Alliances Track of the Conference.

Bitner, Mary Jo, William T. Faranda, Amy R. Hubbert, and Valarie A. Zeithaml, "Quality and Productivity in Services Experiences: The Customer's Role," QUIS (Quality in Services), 5th International Conference, Carlsbad, Sweden; Bo Edvardsson, Stephen W. Brown, Robert Johnston, and Eberhard E. Scheming (eds.), Advancing Service Quality: A Global Perspective, 1996, 289-298.

Hubbert, Amy R., Mary Jo Bitner and Susan Klein, "Satisfaction with Performance and Satisfaction with the Service Provider: Do Customers Make Distinctions?" American Marketing Association, Summer Educators’ Conference, 1996, 231-239.

Hubbert, Amy R. and Mary Jo Bitner, "Performance Satisfaction v. Service Provider Satisfaction in a High Customer-Participation Service Context," Frontiers in Services Conference, Vanderbilt University, 1995 (abstract only).

Gwinner, Kevin, Dwayne D. Gremler, and Mary Jo Bitner, "Relationship Marketing Benefits in Service Industries: A View from the Customer's Perspective," Frontiers in Services Conference, Vanderbilt University, 1995 (abstract only).

Faranda, William T. and Mary Jo Bitner, "Customer Participation in Service Production: The Influence of Realistic Service Previews," Frontiers in Services Conference, Vanderbilt University, 1995 (abstract only).
Hubbert, Amy R., Mary Jo Bitner and Susan Kleine, "Consumers' Own Locus of Causality Attributions for Service Outcomes," Frontiers in Services Conference, Vanderbilt University, 1994 (abstract only).

Mohr, Lois A. and Mary Jo Bitner, "The Role of Employee Effort in Satisfaction with Service Transactions," Frontiers in Services Conference, Vanderbilt University, 1994 (abstract only).

Gremler, Dwayne and Mary Jo Bitner, "Classifying Service Encounter Satisfaction Across Industries," American Marketing Association, Winter Educators' Conference Proceedings, 1992, 111-118.

Mohr, Lois A. and Mary Jo Bitner, "Mutual Understanding Between Customers and Employees in Service Encounters," Advances in Consumer Research, Vol. XVIII, Rebecca H. Holman and Michael A. Solomon (eds.), Provo, UT:  Association for Consumer Research, 1991, 611-617

Ward, James C., Mary Jo Bitner, and Dan Gossett, "SEEM: A Measure of Service Environment Meaning," in Designing a Winning Service Strategy, Mary Jo Bitner and Lawrence A. Crosby (eds.), American Marketing Association, 1989, 34‑39.

Bitner, Mary Jo, Bernard H. Booms and Mary Stanfield Tetreault, "Critical Incidents in Service Encounters," in Designing a Winning Service Strategy, Mary Jo Bitner and Lawrence A. Crosby (eds.), American Marketing Association, 1989, 98.  (abstract only).

Bitner, Mary Jo and Valarie A. Zeithaml, "Fundamentals of Services Marketing," in Add Value to Your Service, Carol F. Surprenant (ed.), American Marketing Association, 1988, 7‑12.
Bitner, Mary Jo, "Consumer Responses to the Physical Environment in Service Settings" in Creativity in Services Marketing, M. Venkatesan, D. Schmalensee and C. Marshall (eds.), American Marketing Association, 1986, 89‑93.

Skelly, Florence (summarized by Mary Jo Bitner), "Creative Services Marketing‑‑New Challenges," Creativity in Services Marketing, M. Venkatesan, D. Schmalensee and C. Marshall (eds.), American Marketing Association, 1986, 4‑5.  

Bitner, Mary Jo and Carl Obermiller, "The Elaboration Likelihood Model: Limitations and Extensions in Marketing," Advances in Consumer Research, Vol. XII, E. Hirschman and M. Holbrook (eds.), 1985, 420‑425.

Bitner, Mary Jo, Jody D. Nyquist and Bernard H. Booms, "The Critical Incident as a Technique for Analyzing the Service Encounter," Services Marketing in a Changing Environment, T.M. Bloch, G.D. Upah, V.A. Zeithaml (eds.), American Marketing Association, 1985, 48‑51. This paper received the conference's Best Paper Award.
Obermiller, Carl and Mary Jo Bitner, "Store Atmosphere:  A Peripheral Cue for Product Evaluation," in Proceedings of the Division of Consumer Psychology, David C. Stewart (ed.), American Psychological Association, 1984, 52-53.
Booms, Bernard H. and Mary Jo Bitner, "Marketing Strategies and Organization Structures for Service Firms," in Marketing of Services, James H. Donnelly and William R. George (eds.), AMA, 1981, 47‑51.

RESEARCH AND INSTRUCTIONAL GRANTS

Grant from Shultz Family Foundation (Starbucks) to develop an online customer service certification 



program, initially targeted at opportunity youth, Co-PI with Phil Regier, ASU EdPlus, 2017-2019.

Research Grant from A&W Canada for research on “Understanding Frontline Employee Authenticity at A&W 

Canada,” with Nancy Sirianni, University of Alabama, 2016-2017.

Advisor on a grant working with Kevin Burkhard, Alicia Holder, Stephen Brown, Nancy Stephens and  W. P. 

Carey’s CEPD. Developed multi-year online services academy for Honeywell Aerospace, 2011-2013.

Advisor on grant from Southern California Edison to study “Increasing Customer Adoption and 



Participation in Save Power Days Program;” (with Doug Olsen and Kate Eaton), 2011-2012.
Multi-Company Research grant from Cardinal Health, Dupont, Honeywell, Caterpillar, and 

Siemens for “Benchmarking Successful Transitions Along the Service Infusion Continuum” (with Stephen Brown and Valarie Zeithaml), 2010-2011.


Marketing Science Institute Grant for “Service Innovation and Customer Co-Creation Processes” (with Laurie 

Anderson), 2010-2011.

Advisor on CSL Research Grant from Cardinal Health for project on “Predicting and Tracking the

 Emergence of Business-to-Business Relationships in the Healthcare Industry” (with Martin Mende, Jenny Van Dorn, and Michael Hutt), 2008-2010.


Research Grant from The Co-operators for “Leveraging Relationship Marketing Activities in the Insurance



 Industry Based on Customer Attachment Styles,” (with Martin Mende and Ruth Bolton), 2007-2008.

Research Grant from the Mayo Clinic for research on “Effects of Inter-organizational Coordination and 


Customer Participation on Service Excellence,” (with Andrew Gallan and Stephen Brown), 2006-2008.
Research Grant from Ford Motor Company for “Employee Roles in the Successful Implementation of Consumer Self-Service Technologies”, (with Susan Cadwallader and Amy Ostrom), 2002-2003.
Research grant from AdvancePCS for research on “Consumer Adoption of Self-Service   

     Technologies:  Internet Ordering,” (with Matthew Meuter, Stephen Brown and Amy Ostrom), 2000-2001.
Research Grant from IBM Canada for research on “The Flexible Workforce:  Implications for Customers             and Service,” (with Scott Johnson and Blake Ashforth), 1999-2000.
Research Grants from PCS Health Systems for research on "Consumer Usage and Adoption of Self-Service Technologies," (with Matthew Meuter, Stephen Brown and Amy Ostrom), 1998-99.
Research Grant from AT&T Customer Sales and Service, Basking Ridge, New Jersey, for "Employee 


Characteristics Determining Successful Delivery of Customized Service," (with Kevin Gwinner and Stephen Brown), 1996.
Summer Instructional grants from the College of Business, 1994 and 1996.
Summer Research grants from the College of Business 1988, 1989, 1990, 1991, 1993. 
Research grant from the American Express Foundation, Summers of 1984 and 1985.  

EXTERNAL PROFESSIONAL SERVICE
Associate Editor, Journal of Service Research, 2017-present
Editor in Chief, Journal of Service Research, 2013-2017
Conference Leadership
Conference Co-Chair, QUIS Conference, Karlstad, Sweden, June 2019
Conference Co-Chair, QUIS Conference, Shanghai, China, June 2015.

Track Chair for Marketing at LaLonde Service Management Conference, LaLonde, France, May 2014.

Conference Co-Chair, QUIS Conference, Karlstad Sweden, June 2013.

Co-Chair for Services and Retailing Track (with Amy Ostrom), Winter AMA Educators Conference, February 2011.
Workshop Co-Chair (with Ruth Bolton) of “Compete Through Service Research Priorities Workshop,” November 2007 sponsored by CSL in conjunction with a special issue of the Journal of Retailing, also sponsored by CSL.

Consortium Co-Chair (with Ruth Bolton and Steve Nowlis), American Marketing Association PhD Consortium, summer 2007 
Conference Co-Chair (with Roland Rust and Steve Brown), Frontiers in Services Conference, October 2005.

Chair of IBM Services Science Workshop at ASU, September 2005.

Conference Planning Committee member, QUIS (Quality in Service) International Conference, 2004, 2002, 2000, 1998.
Conference Program Committee, International Conference on Service Systems and Service Management, Tsinghua University, Beijing, China, 2004, and Troyes, France, October 2006.
Conference track co-chair for SERVSIG track, Winter American Marketing Association Conference,  2001.
Special Session Coordinator and Chair for a session entitled "Extending Services Research in BusinessMarketing" at Georgia State University Business-to-Business Services Conference, 1996.
Chair, American Marketing Association Faculty Consortium on Services Marketing, 1993.
Program Director for the Services Leadership Institute, sponsored by the American Marketing Association and ASU., 1990-1993.
Conference Planning Committee for the National Conference of the Association for Consumer Research, 1992.
Conference Co-chair for the National AMA Services Marketing Conference, 1988.

Conference Participation (other than as a paper presenter)
Panel Participant, “Connecting with Practitioners,” Winter AMA Conference, February 2019.
Organizational Frontlines Research Symposium, “Service Research on the Frontline of Organizations: Perspective,Trends and Opportunities,” OFR Conference, February 2017.

Special Session Chair, for panel on “Business Research that Matters:  A Vision of the Future for Business School Research, Winter AMA, Orlando, February 2017

Meet the Editors’ Session, Winter AMA, Orlando, February 2017

Invited Faculty Mentor for “Let’s Talk About Service” conference, Fordham University, December 2016
Meet the Editors’ Session, Frontiers in Service Conference, Bergen, Norway, June 2016

AMA SERVSIG PhD Student Consortium, “Publishing Relevant and Rigorous Research,” at Frontiers in Service Conference, Bergen, Norway, June 2016

Meet the Editors’ Session, SERVSIG Research Conference, Maastricht, Netherlands, June 2016

Presenter on “The Changing Landscape of Service Research” at ASU-UofA Annual Marketing 

Symposium, April 2016.

Meet the Editors’ Session, Winter AMA, Las Vegas, February 2016

Invited Talk on “The Changing Landscape of Service Research,” Florida State University, Tallahassee, November 2015

Meet the Editors Session at Summer AMA, Chicago, August 2015

AMA SERVSIG PhD Student Consortium, “Successfully Publishing in Service Journals,” at 

Frontiers in Service Conference, San Jose, July 2015.

Presentation on “JSR Special Section on Organizational Frontlines,” at Frontlines Conference, 

Oklahoma State University, April 2015.

Meet the Editors Session at Winter AMA, San Antonio, February 2015

Presenter at Special Session on Organizational Frontlines at Winter AMA, San Antonio, 

February 2015

Presenter at Pre-Conference on “Linking Scholarship to Practice,” on “Coming Up with Relevant Research Ideas,” at Winter AMA, San Antonio, February 2015.

Meet the Editors Sessions for Winter and Summer AMA Conferences, 2014

Meet the Editors Session, JSR, INFORMS conference, San Francisco, November 2014

Meet the Editors Plenary Panel, AEMARK conference, National Conference of Marketing 

Educators in Spain, Alicante, Spain, September 2014

Keynote Speaker on “On Being a Marketing Academic:  It’s All Clear in Hindsight,” for the

KPMG PhD Project Annual Meeting, San Francisco, August 2014

Keynote Discussant on “Designing Customer Experience,” at Frontiers in Service Conference, 

Miami, June 2014

AMA SERVSIG PhD Student Consortium, “Perspectives on Relevant Service Research,” at 

Frontiers in Service Conference, Miami, June 2014

Invited Participant, Workshop to Develop a Research Agenda for Service Innovation, National

Science Foundation and California Center for Service Science, Washington, D.C., April 2014
Meet the Editors Session, JSR, Winter AMA, Orlando, February 2014.

Plenary Speaker, “Customer Centricity:  Trends and Implications for Service Research,” Service Management and Science Forum, Las Vegas, August 2013.

Panel Speaker on “MOOCs and the Future of Higher Education,”  Summer AMA Conference, Boston, August 2013.

AMA SERVSIG PhD Student Consortium, “Perspectives on Relevant Service Research,” at Frontiers in Service Conference, Taipei, Taiwan, July 2013.

Plenary Panel Moderator, “Perspectives on Service Research,” QUIS Conference, Karlstad Sweden, June 2013.

Panel Presentation on “Designing Services to Transform the Service Experience in Tradition-Bound Service Industries,” at First International Conference on Human Side of Service Engineering, San Francisco, July 2012. 

Panel Presentation on “The Research Process: Ideas, Methods and Partners,” at AMA Sheth Foundation Doctoral Consortium, University of Washington, June 2012.

Panel Presentation on “Steps to Successful Teaching,” at AMA Sheth Foundation Doctoral Consortium, University of Washington, June 2012.  
Dyess Lecture Presentation “Service Infusion in Marketing,” presented to the business and academic 

communities, Texas Christian University, April 2012.  

Keynote talk on “Service Innovation,” at annual conference of the PDMA (Product Development and Marketing Conference), October 2011.

Invited speaker on “Service Infusion in Product-Dominant Companies:  Findings from a Multi-Company Study and Agenda for Future Research,” at Fudan University, Shanghai, China, October 2011.

Plenary Presentation on “Exploring the Next Frontiers in Service Research,” Frontiers in Service Conference, June 2011.
Invited speaker on “Service Innovation and the Science of Service,” at Fudan University, Shanghai, China, October 2010.
Keynote Talk, “Service Innovation and the Science of Service: Cross-Disciplinary Research Opportunities,” SERVSIG International Research Conference,” Porto, Portugal, June 2010.

Keynote Talk, “Partnering with Industry for Impactful Service Research,” at a workshop on Service Research, University of Porto, Porto, Portugal, June 2010.

Keynote Talk, “Transition from Product-Based Offerings to Service-Based Offerings,” Business-Academic Conference on Service Strategies for the Next Decade, Stockholm, Sweden, June 2010
Plenary Session Panelist, Frontiers in Service Conference, “Commentary On TetraPak Story:  From Products to Services,” Karlstad, Sweden, June 2010.
Keynote talk at SERVSIG PhD Consortium, Frontiers in Service Conference, “Partnering with Industry for Impactful Service Research,” Karlstad, Sweden, June 2010.
Invited speaker on “Self-Service Technologies:  Innovation and Execution,” at Fudan University, Shanghai, China, October 2009

Conference Advisory Board for the 1st International Conference of Service Science and Innovation, Taipei, Taiwan, August 2009

Plenary Session Panel Organizer and Moderator for “What is So Innovative About Service Innovation Research,” 

QUIS Conference, Wolfsburg, Germany, June 2009.
Special Session Organizer and Moderator for “Service Research—An Interactive Session on Business-Relevant, Global and Interdisciplinary Priorities,” QUIS Conference, Wolfsburg, Germany, June 2009.
Invited speaker on “Self-Service Technologies: Innovation and Execution,” at University of Groningen, The Netherlands, June 2009.
Special Session Presenter on “Customer Co-production Role Stress” with Martin Mende, Winter AMA Conference, February 2009.

Keynote Speaker on “Service Science Research:  Past, Present and Future,” at Service Science and Innovation Workshop, National Chengchi University, Taipei, Taiwan, January 2009.
Discussant for Valarie Zeithaml at the Paul D. Converse Awards, University of Illinois.  Dr. Zeithaml was one of five awardees at this prestigious event held every five years since 1949, April 2008.
Special Session Presenter on “The Roles of Service(s) Marketing Academics in Service Science,” Winter AMA Conference, February 2008.
Special Session Presenter on “Is Service Co-Production Stressful for Consumers?”, with Martin Mende, Winter AMA Conference, February 2008.

Panelist and Judge for “AMA/Fisher PhD Service Research Awards,” Winter AMA Conference, February 2008, February 2009.
Plenary Speaker at Marketing Science Institute, Board of Trustees meeting, speaking on “The Service Imperative,” November 2007.
Panel Presentation at CSL’s Compete Through Service Symposium, on “The Service (Innovation) Imperative,” November 2007.
Plenary Session panelist, Frontiers in Services Conference, October 2007.

PhD Consortium Faculty, presentation on “Research in Partnership with Companies” at Frontiers in Service Conference, October 2007.

“Self-Service Technologies:  Innovation and Execution” presentation to NSF Service Operations Logistics and Information (SOLI, IEEE Workshop on Service Science, August 2007.
Keynote Presenter in IBM Service Science Research Series on “Topics, Frameworks, and Methods in Service Research in Business,” IBM, T.J. Watson Research Center, July 2007.

Plenary Panelist, QUIS (Quality in Service) International Conference, University of Central Florida, June 2007.
Keynote Presentation (with Stephen Brown), “Crafting and Successfully Executing Business – Academic Research Partnerships,” Service Research and Innovation Initiative (SRII), kick-off conference, May 2007.
Speaker on “Service Design and Innovation: Trans-disciplinary Perspectives,” AMA Winter Educators’ Conference, February 2007.

Plenary Speaker at IBM Conference on Services Science Management and Engineering, IBM Palisades Conference Center, New York, October 2006.
Keynote Speaker on “Customer Focused Service Design and Innovation,” at Carnegie Mellon University  Emergence Conference on Service Design, September 2006.

Speaker on “Service Design and Innovation,” at Computer-Human Interaction (CHI) International Conference, Toronto, April 2006.

Speaker on “Education and Research for Service Innovation,” at IBM-NSF Conference on Services Science Management and Engineering Conference, Washington , D.C., April 2006.
Plenary Presenter on “Creating Customer Demand Through Service Innovation” at Penn State eBusiness Research Center conference on Service Innovation, June 2005.

Invitee and Breakout Discussion Leader, Conference on “The Art and Science of Service,” Bentley College, June 2005.

Special Session Presenter on “The Internet as Service,” Winter Conference of the American Marketing Association, 2005.

Chair and Discussant of Competitive Paper Session on “Defensive and Proactive Responses to Service Failure 
and Complaints,”  Winter Conference of the American Marketing Association, 2005.

Plenary Session Panelist, Frontiers in Services Conference, October 2004.

Faculty Presenter on “Three Research Trees with New Branches,” at the 39th American Marketing Association 
Sheth Doctoral Consortium,  June 2004.

Co-Chair of Special Session on “Academic Research in Partnership with Companies,” at Winter Conference of the American Marketing Association, 2004.

Special Session Presenter on the session “Designing the Services Course:  An Overview of Texts and Syllabi,” at the Winter Conference of the American Marketing Association, 2004.
Keynote Presentation at Second Annual Arizona Marketing Consortium, March 2002.

Faculty presenter on “Self-Service Technologies” at the 36th American Marketing Association Sheth Doctoral Consortium,  June 2001.    

Research presentation at First Annual Arizona Marketing Consortium, March 2001.

Presenter at SERVSIG pre-conference workshop “Meet the Services Marketing Textbook Authors,” AMA Summer Educators’ Conference, 2000.

Invited Plenary Presentation on “Self-Service Technologies” at Quality  In Services Conference (QUIS 7), Karlstad, Sweden, 2000. 

Discussant for Journal of Retailing, Davidson Annual Best Paper Awards, AMA Summer Educators’           Conference, 1999.

Presenter on "Research in Services Marketing & Management," SERVSIG workshop, AMA Summer Educators' Conference, 1998.

Special Session Coordinator, "Customer Participation in Technology-Delivered Services," AMA Winter Conference, 1998.

Special Session presenter on session entitled "A Services Marketing Introspective: Snapshots, Reflections and Glimpses of the Field," AMA Winter Conference, 1998.

Invited Special Session Presenter for session entitled "A Services Marketing Introspective: Snapshots, Reflections and Glimpses from the Masters," at AMA Services Conference in Dublin, Ireland, 1997.

Special Session Presenter at pre-conference workshop of the Services Marketing and Relationship Marketing Special Interest Groups, "Building Service Relationships," AMA Summer Educators' Conference, 1996.

Special Session Presenter on "Services Marketing in the Next Millennium," AMA Summer Educators' Conference, 1996.

Faculty Presenter at Services Marketing Doctoral Consortium, Vanderbilt University, 1994, 1995, 1996, 1997, 1999, 2000.

Special Pre-Conference Workshop Presentation on Teaching Services Marketing, AMA Summer Educators' Conference, 1995.
Faculty Presenter at the Summer 1995 AMA Doctoral Consortium on "Service Quality and Customer Satisfaction."
Special Session Co-Chair and Discussant, AMA Winter Educators' Conference, 1993.
Presentation on "The Employee's View of Service Encounters," at Frontiers in Services Conference, Vanderbilt University, 1992.

Presentation on "Service Evidence" at the Quality in Services Symposium, Karlstad, Sweden, 1992.

Competitive Paper Session Chair, AMA Annual Educators' Conference 1991.

Special session presenter at Association for Consumer Research Annual Conference, 1989 and 1990.

Coordinator and presenter at pre-conference workshop on "Fundamentals in Services Marketing," at National AMA Services Marketing Conference, 1987.
Discussant, Association for Consumer Research Conference, 1987.
Coordinator and presenter at pre-conference workshop on "Teaching Services Marketing," Southwest Marketing Association Conference, 1987.

Session Chair at National AMA Services Marketing Conference, 1986.

Faculty presenter, American Marketing Association Faculty Consortium on Services Marketing, 1985.

Coordinator of competitive paper sessions at the annual Travel Research Workshop, Travel and Tourism Research Association Annual Conference, 1983.

Review Activities
Associate Editor, Journal of Service Research, 2017 to present
Editorial Review Board Member, Journal of Marketing, 1994-2005; and 2008-2011.
Editorial Review Board Member, Service Science, 2008 to present
Editorial Review Board, Business Horizons, 2005-2011.
Editorial Review Board Member, Journal of Service Management (formerly IJSIM), 2004 to present.
Editorial Review Board Member, Journal of Service Research, 1997 to 2013
Editorial Review Board Member, Journal of Retailing, 1993 to 2008.

Editorial Review Board Member, Journal of the Academy of Marketing Science, 1997-2000.
Ad Hoc reviewer, Management Science, Journal of Consumer Research, Journal of Marketing Research, Journal of Professional Selling and Sales Management, Journal of Travel Research, Production and Operations Management, Journal of the Academy of Marketing Science, Journal of Consumer  Psychology, Service Industries Journal, Journal of Retailing, Management Science, Academy of Management Review, Journal of Retailing and Consumer Service, Journal of Applied Psychology, Business and Industrial Marketing, Organizational Science, Electronic Markets, Journal of International Marketing..
AMA SERVSIG Best Paper Award Committee, 2006.
Journal of Service Research Best Paper Award, Committee Chair, 2007.
External review for multi-disciplinary undergraduate degree in Services Management at University of Wisconsin-Stout, 2004.

External review for Georgia State University’s multi-disciplinary Center for Process Innovation, 2005.

Professional Memberships
American Marketing Association, 1980 to present.
International Society of Service Innovation Professionals, 2013 to present

Executive Presentations/Development
Each entry represents a presentation or executive training session for the company or organization listed.

2018

Strategic Service Institute, March

2017

Strategic Service Institute, March and September
2016

A&W National Conference, Plenary talk on Branded Service, May 

Service Leadership Institute, March
2015
Service Blueprinting Workshop for TriWest-VA, April 

Field Service USA, Plenary Talk, April

Service Leadership Institute, March
2014

Service Experience Conference, Keynote Talk, San Francisco, November

Service Blueprinting Workshop for Dell, Roundrock, Texas, October

Entercoms Executive Summit, Napa, April
HEC, EMBA course in Phoenix, May

Service Leadership Institute, March

2013

Economic Club of Phoenix, September

Blueprinting Workshop for W. P. Carey OAS, May
HEC, EMBA course in Phoenix, May

Service Leadership Institute, March

2012

ASU Provost’s Office, Service Blueprinting, October

Lumina Foundation, Service Blueprinting as a Tool to Increase Productivity, September

HEC, EMBA course in Phoenix, May

Dyess Lecture, Texas Christian University, April

Service Leadership Institute, March

2011

Compete Through Service Symposium, Plenary Session, November

ASU Business and Finance Leadership Development, October

HEC, EMBA course in Phoenix, May

Understanding Service Quality, a one-month online course module developed for Honeywell, May

Service Leadership Institute, March

2010
UnitedHealthcare, November

China Merchant Securities, September

Servigistics Advisory Board, September

W. P. Carey School, June

HEC-Paris, EMBA course taught in NYC, May
Service Leadership Institute, March
2009
Compete Through Service Symposium, November

China Merchant Securities, November

Technology and Service Executive Program, Technical University of Munich, June
HEC-Paris, EMBA course taught in NYC, May
Service Leadership Institute, March
2008

China Merchant Securities, November

Qualcomm Smart Service Summit, July 

HEC-Paris, EMBA course taught in NYC, May
Service Leadership Institute, March

2007

China Merchant Securities, September

IBM, T. J. Watson Labs, Keynote talk on service research, July

HEC-Paris, EMBA course taught in NYC, July

Services Leadership Institute, March

Internal Service Management, Toyota Supply Chain program, February
2006

Services Leadership Institute, March

IBM Sales Forum, February

2005

Compete Through Service Symposium, November
Yellow Roadway, May, November
TriWest Healthcare, October

American Express, September

Services Leadership Institute, March

2004

Yellow Roadway, November

Compete Through Service Symposium, November
Retail Merchants of Hawaii, October

Ford Dealership Management Course, July

Ready-Set-Grow series, June

Deluxe Financial Services, Executive Program Sponsored by Experience Engineering, May

PETsMART Senior Leadership Team, May

Services Leadership Institute, March

China Unicom, February

R. R. Donnelly, January

2003

Hanken Executive MBA students, visiting from Finland, November

Dean’s Board of Excellence, W. P. Carey School, November

Yellow Corporation, September and December

Ford Dealership Management Course, July

R. R. Donnelly, May

Services Leadership Institute, March

W. P. Carey School of Business faculty and staff, February and March

Kodak Breakaway Conference, January

ESAN Executive MBA students, visiting from Peru, January and September

2002

Mayo Clinic Innovation Week, November

Yellow Corporation, April

Services Leadership Institute, March

Second Annual Arizona Marketing Consortium, March

2001

Phoenix Chapter of the American Marketing Association, December

First Annual Arizona Marketing Consortium, March

Yellow Corporation, March

Services Leadership Institute, March

AT&T Customer Care, January

MBA Leadership 2001, Conference of GMAC, January

2000

Honeywell Aerospace, December

Executive Roundtable, Georgia State University, September

Georgia State University, Marketing Department, September

Yellow Corporation, May 

University of Missouri, Marketing Department, April
Services Leadership Institute, March

1999

Arizona State Office of Excellence in Government, December

Compete Through Service Symposium, November

AT&T Wireless, September

Yellow Corporation, April

Services Leadership Institute, March

Information Technology Services Marketing Association, February

PCS Health Systems, January
1998
AT&T, September

Compete Through Service Symposium, November

PCS Health Systems, May

Services Leadership Institute, March

Information Technology Services Marketing Association, January

Yellow Corporation, January

1988-1997

Services Leadership Institute

Compete Through Service Symposium
Information Technology Services Marketing Association

Rural/Metro Corporation

Glacier Park/Dial

Salt River Project

Johnson & Johnson Hospital Service

First Interstate Bancorp

Sharp Healthcare

International Association of Business Communication

U.S. West

Association of Accounting Marketing Executives

Society for Marketing Professional Service
INTERNAL SERVICE
University Service

Member of the President Michael Crow’s Faculty Advisory Council, 2003 to 2018
President’s Professors Nominating Committee, 2011

Member of the University Provost Search Committee, 2005-2006

Member of the Faculty Development Mentoring Project Steering Committee,  2003-2008
Member of the Search Committee for the Dean of the W. P. Carey School, 2003-2004
Member of the University Design Team, appointed by President Crow, 2002-2003
"Service Mapping" workshop for deans, heads of departments and chairs in the ASU library system, 1997.

Keynote on Service Excellence for ASU's library administration and staff Service Quality training, 1996.

Member of Technical Advisory Team for Continuous Improvement Projects, 1995 to present.

Member of the President's Advisory Council on Total Quality.

W. P. Carey School of Business 
W. P. Carey Personnel Committee, elected at-large member, 2005-2008
Service Culture Committee, ex-officio member, 2005-06

Faculty Governance Strategy and Structure Review Committee 2002-03.

Ad hoc working group on internal “service culture” through the Dean’s Office, 2002 to 2006
School of Business, Summer Research Grants Committee, Fall 2002.

Search Committee for Career and Business Relations Coordinator for the SMM MBA Specialization, 2002.          
SMM MBA Curriculum Team, 1996 to present

Ad Hoc committee appointed by the Dean to review second-year of the Day MBA Program, 2001-02.
College Personnel Committee, 1997-1998
Member of Dean's Priorities Advisory Committee, Fall 1992.
Member of Dean's Task force on Faculty Development, Fall 1992.
Member of Dean's Ad Hoc Committee on Women and Business Leadership, Spring 1992.

Marketing Department
Recruiting Committee, 2004-2005; 2006-2014; 2016-2017
Department Strategy and Development Committee, 2004-present
Doctoral Studies Committee, 2003-2004; 2006-2013; 2016 to present
E-Learning and E-Marketing Curriculum Team, 2001-2002
Faculty and Department Development Committee, 2000-2004
Department Personnel Committee, 1992 to present
Chair of Search Committee for Services MBA Coordinator, 1997

Chair of MBA Services Marketing and Management MBA Concentration Team to develop new MBA concentration, 1995-1996
Faculty and Department Development Committee, 1994 to 1996

Graduate Programs Committee, 1991-1992
Marketing Department Chair Search Committee, Summer 1989
Performance Review Committee, (elected untenured faculty member), 1988‑1989.

Undergraduate Programs Committee, Fall 1987 through Fall 1989

Personnel Committee (elected untenured faculty member), 1987‑1988

TEACHING
Courses Taught

PhD Seminar in Services Science:  Marketing, Management and Technology, 2006 to 2011; and 2017 and 2018
Excel at Service(s), China EMBA, 2006 to 2011
Services Marketing and Management, MBA, 1989 to 2016
Marketing Management, Executive MBA, 1995-1997
Consumer Behavior and Services Marketing, undergraduate - 1987-1996
Ph.D. Students
Dissertation Committee member for Seojin Lee, PhD student in School of Community Resources and Development, ASU (completed 2019), focus on service cocreation and design in travel and tourism industries.
Dissertation Chair for Helen Si Wang (completed April 2013), “Customer Participation in Service Conversations:  An Investigation of the Dynamics of Service Context.”
Dissertation Co-Chair for Kate Eaton (completed November 2012), “When Do We Want to Work and Play?  The Influence of Hedonic and Utilitarian Functionalities on the Evaluation of Goods and Services.”
Dissertation Committee member for Mei Li, Department of Supply Chain Management (completed April 2011), The Impact of Bridge Transfer on Services Outsourcing:  A Social Network Perspective.”
Dissertation Committee Chair for Nancy Sirianni (completed May 2010), “Understanding Branded Customer Service.”
Dissertation Committee Member for Shruti Saxena (completed April 2010), “Consumer Participation and Perceived Service Quality in Extended Service Delivery and Consumption.”
Dissertation Committee member for Nancy Wunderlich, Technical University of Munich (completed June 2009), “Acceptance of Remote Services.” 
Dissertation Committee Member for Andrew Gallan, (completed August 2008), “Effects of Interorganizational Coordination and Customer Participation on Service Excellence:  Evidence from the Healthcare Sector.”
Dissertation Committee Member for Martin Mende (completed June 2008), “Leveraging Relationships with Customers Based on Their Attachment Styles.”
Dissertation Co-Chair (with Cheryl Jarvis) for Thomas Hollmann (completed May 2008), “A Process Theory of Customer Defection in Business-to-Business Relationships.”

Dissertation Committee Member for Chris Houliez (completed June 2007), “Consuming Hyperspaces:  Servicescape, Service-Escape, and the Production of the Servicespace.”

Dissertation Chair for Felicia Morgan (completed August 2004), “Brand Image Formation and Updating Across Multiple-Episode Experiences Within Service Networks.”
Dissertation Chair for Susan Cadwallader (completed June 2003), “The Influence of Motivation on the 

Adoption of New Technologies by Customers and Employees.”

Dissertation Chair for Matthew Meuter  (completed July 1999), “Consumer Adoption of Innovative Self-          Service Technologies:  A Multi-Method Investigation.”

Dissertation Chair for Kevin Gwinner (completed May 1997), "The Adaptive Behaviors of Boundary-Spanning Personnel: Identifying Antecedents and Consequences."

Dissertation Chair for Amy Hubbert (completed June 1995), "Customer Co-Creation of Service Outcomes: Effects of Locus of Causality Attributions."

Dissertation Chair for William Faranda (completed July 1994), "Customer Participation in Service Production: An Empirical Assessment of the Influence of Realistic Service Previews."

Dissertation Chair for Lois Mohr (completed August, 1991), "Social Episodes and Consumer Behavior: The Role of Employee Effort in Satisfaction with Services."

Dissertation Committee Member for Richard Jacobs (completed July 1991), Steve Tax (completed June 1993), Dwayne Gremler (completed July 1995), Lance Bettencourt (completed May 1998), and Scott Johnson (Management student, completed December 2002).

Ph.D. Program Committee member for Kym Court, Dwayne Gremler, Felicia Morgan, Dan Gossett, Steve Tax, Gary Wolfe.

