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In Association with the Naples Forum on Service

Guest Editors Evert Gummesson, Cristina Mele and Francesco Polese are currently
considering papers for a forthcoming Special Issue of Managing Service Quality (MSQ).

Continuing with the journal’s standard of publishing cutting-edge, relevant and rigorous
scholarship, the Special Issue is based on presentations made at the 2013 Naples Forum
and welcomes papers dealing with themes within one or several of the 3 Forum Pillars:

» S-D logic
» Service science

* Network/systems theory

For more information and the full call for papers,_visit the MSQ webpage

Influential recent articles

Read the most influential articles published in MSQ

Service responses to emotional states of business customers
Yi-Chieh Wang, Rian Beise-Zee

Service quality in automated teller machines: an empirical
investigation

Bedman Narteh

A longitudinal study of the zone of tolerance
Michael Stodnick, Kathryn A. Marley
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The impact of ISO 9001 effectiveness on the performance of service
companies

Evangelos L. Psomas, Angelos Pantouvakis, Dimitrios P. Kafetzopoulos

Online complaining: Understanding the adoption process and the role
of individual and situational characteristics

Tor W. Andreassen, Sandra Streukens

Submit your research now!

The journal welcomes contributions addressing a range of themes
related to management, service and quality.

Submit your paper
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