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Interactive Services Marketing covers the essentials of services marketing--with
particular emphasis on the theater model and the impact of technology. The text
features a dynamic approach to human interactions--both in face-to-face
communication and in connections through technology. The Third Edition
focuses on interactions in service environments. The concise text is fully
supported by arobust web site, enabling instructors to reinforce the emphasis on
technology and allowing students to interact with both the printed text and online
material. Pedagogical toolsinclude chapter-opening vignettes, margin notes, end-
of-chapter summaries and conclusions, exercises, and Internet activities.
Available with InfoTrac Student Collections http://gocengage.com/infotrac.
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Editorial Review

About the Author

Raymond P. Fisk (B.S., M.B.A., and Ph.D. from Arizona State University) is Professor and Chair,
Department of Marketing at Texas State University-San Marcos. His research focuses on services marketing
and service design. He has published in the Journal of Marketing, Journal of Retailing, Journal of the
Academy of Marketing Science, Journal of Service Research, Journal of Service Management, European
Journal of Marketing, Service Industries Journal, Journal of Health Care Marketing, and others. His books
include: Services Marketing Self-Portraits: Introspections, Reflections and Glimpses from the Experts,
Marketing Theory: Distinguished Contributions, Services Marketing: An Annotated Bibliography, and
Interactive Services Marketing, 3rd Ed.

Stephen J. Grove (B.A, M.A, Texas Christian University; Ph.D., Oklahoma State University) is Professor of
Marketing at Clemson University. He has published in the Journal of Retailing, Journal of the Academy of
Marketing Science, Journal of Services Research, Journal of Public Policy and Marketing, Journal of
Advertising, Journal of Advertising Research, Journal of Current Issues and Research in Advertising, Journal
of Macromarketing, Journal of Business Research, Journal of Persona Selling and Sales Management, The
Service Industries Journal, European Journal of Marketing, Journal of Services Marketing, Managing Service
Quality, and others. His books include: Services Marketing Self-Portraits. Introspections, Reflections and
Glimpses from the Experts, and Interactive Services Marketing, 3rd Ed.

Joby John is Professor of Marketing and Dean of the B.I. Moody |11 College of Business Administration at
the University of Louisiana, Lafayette. He earned his B.S. from Birla Institute of Technology and Science,
India, hisM.B.A. from Madras University, India, and his Ph.D. from Oklahoma State University. Heisa
former marketing officer at Pfizer (India) and ITC (BAT, India). He has taught or guest lectured in severa
countries, including Australia, Chile, Colombia, Estonia, Finland, India, Spain, and Sweden. Dr. John's
primary teaching, research, and consulting are in the areas of services marketing, customer-focused
management, and cross-cultural issues in marketing. Dr. John has published in the European Journal of
Marketing, Health Care Management Review, International Marketing Review, Journal of Consumer
Marketing, Journal of Health Care Marketing, Journal of Services Marketing, Managing Service Quality,
Psychological Reports, The Service Industries Journal and several other academic journals. Dr. John
published Services Marketing Self-Portraits. I ntrospections, Reflections, and Glimpses from the Experts. He
isapast Chair of the AMA's Services Marketing Special Interest Group and a past President of the AMA's
Boston Chapter. Dr. John has served on the Board of Directors of the Greater Lafayette Chamber of
Commerce, and is currently serving on the Board of Trustees of the Lafayette General Medical Center.

Users Review
From reader reviews:
Mary Gillon:

Why don't make it to become your habit? Right now, try to ready your time to do the important take action,
like looking for your favorite publication and reading a reserve. Beside you can solve your problem; you can
add your knowledge by the book entitled Services Marketing I nteractive Approach. Try to stumble through
book Services Marketing Interactive Approach as your good friend. It means that it can for being your friend



when you feel alone and beside that course make you smarter than ever before. Yeah, it isvery fortuned for
yourself. The book makes you far more confidence because you can know anything by the book. So , let's
make new experience aswell as knowledge with this book.

ThelmaMartin:

This Services Marketing Interactive Approach book is not ordinary book, you have after that it the world is
in your hands. The benefit you receive by reading this book is usualy information inside this guide
incredible fresh, you will get information which is getting deeper an individual read alot of information you
will get. That Services Marketing Interactive Approach without we realize teach the one who reading it
become critical in contemplating and analyzing. Don't possibly be worry Services Marketing Interactive
Approach can bring when you are and not make your carrier space or bookshelves come to be full because
you can have it within your lovely laptop even phone. This Services Marketing I nteractive Approach having
very good arrangement in word as well as layout, so you will not really feel uninterested in reading.

Colleen Edwards:

Reading a guide tends to be new life stylein this era globalization. With studying you can get alot of
information that can give you benefit in your life. Using book everyone in this world may share their idea.
Textbooks can also inspire alot of people. A lot of author can inspire their reader with their story or perhaps
their experience. Not only the story that share in the books. But also they write about the knowledge about
something that you need illustration. How to get the good score toefl, or how to teach your young ones, there
are many kinds of book that you can get now. The authors on earth always try to improve their expertisein
writing, they also doing some research before they write to their book. One of them isthis Services
Marketing Interactive Approach.

Oliver Whitley:

A lot of people always spent their free time to vacation or even go to the outside with them family or their
friend. Were you aware? Many alot of people spent they free time just watching TV, as well as playing
video games al day long. If you want to try to find a new activity hereislook different you can read any
book. It isreally fun in your case. If you enjoy the book that you just read you can spent the entire day to
reading a book. The book Services Marketing Interactive Approach it doesn't matter what good to read.
There are alot of people that recommended this book. They were enjoying reading this book. Should you did
not have enough space to deliver this book you can buy often the e-book. Y ou can mQore simply to read this
book from your smart phone. The priceis not very costly but this book offers high quality.
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