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Readers examine the use of services marketing as a
competitive tool from a uniquely broad perspective with
Hoffman/Bateson’s SERVICES MARKETING:
CONCEPTS, STRATEGIES, AND CASES, 5E. Using a
reader-friendly, streamlined structure, this book explores
services marketing not only as an essential focus for
service firms, but also as a competitive advantage for
companies that market tangible products. A wealth of
real examples feature a variety of businesses from
industries both within and beyond the nine service
economy supersectors: education and health services,
financial activities, government, information, leisure and
hospitality, professional and business services,
transportation and utilities, wholesale and retail trade,
and other services. Cutting-edge data addresses current
issues, such as sustainability, technology, and the global
market, giving readers valuable insights and important
skills for success in business today. Important Notice:
Media content referenced within the product description
or the product text may not be available in the ebook
version.
?????,???????????????????????????????????????????
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Sport Funding and Finance provides a complete
introduction to the macro-level and micro-level aspects of
sport finance. It describes the evolution of sport from a
kitchen-table operation into the sophisticated, boardroomPage 1/21
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driven global financial industry that it is today. It uses the
professional sports leagues of the US and Europe as an
international benchmark, and explains why the financial
context is so important for all managers working in sport.
The book also provides a step-by-step introduction to the
principles and practice of effective financial
management, providing the reader with a complete set of
professional tools and skills for use in the sport industry.
Now in a fully revised and updated new edition, the book
develops the reader’s understanding by first explaining
basic concepts in finance and accounting before
progressing to more complex issues and ideas. It covers
every key topic in financial management, including:
Planning and strategy Budgeting Financial projections
Fundraising Pricing Costing Feasibility studies Economic
impact analysis Ratio analysis Every chapter includes a
blend of theory, contextual material and real-world data
and case studies from around the world, clearly linking
principles to practice, as well as review questions and
problem-solving exercises to test the reader’s
understanding. Sport Funding and Finance is the perfect
foundation text for any degree-level course in sport
finance, and an invaluable reference for any sport
management professional looking to deepen their
understanding of funding and finance.
The field of library and information science is
experiencing significant and continued transformation as
a result of advancements in digital technology. Adapting
to new technologies is crucial for librarians and other
information professionals, but there exists a particularly
acute gap in technology adoption among developing
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countries. Library and Information Science in Developing
Countries: Contemporary Issues explores the
relationship between global technology development and
the impact of new technologies on library practice, library
education, and information science. Book chapters and
case studies in this work provide insight to and support
for practitioners and executives concerned with the
management of knowledge, information, and
organizational development in different types of work
environments and learning communities.
Make it easy for students to understand: Clear, Simple
Language and Visual Learning Aids The authors use
simple English and short sentences to help students
grasp concepts more easily and quickly. The text
consists of full-colored learning cues, graphics, and
diagrams to capture student attention and help them
visualize concepts. Know Your ESM presents quick
review questions designed to help students consolidate
their understanding of key chapter concepts. Make it
easy for students to relate: Cases and Examples written
with a Global Outlook The first edition global outlook is
retained by having an even spread of familiar cases and
examples from the world's major regions: 40% from
American, 30% from Asia and 30% from Europe. Help
students see how various concepts fit into the big
picture: Revised Framework An improved framework
characterized by stronger chapter integration as well as
tighter presentation and structure. Help instructors to
prepare for lessons: Enhanced Instructor Supplements
Instructor's Manual: Contain additional individual and
group class activities. It also contains chapter-by-chapter
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teaching suggestions. Powerpoint Slides: Slides will
feature example-based teaching using many examples
and step-by-step application cases to teach and illustrate
chapter concepts. Test Bank: Updated Test Bank that is
Test Gen compatible. Video Bank: Corporate videos and
advertisements help link concept to application. Videos
will also come with teaching notes and/or a list of
questions for students to answer. Case Bank: Cases can
be in PDF format available for download as an Instructor
Resource.
EBOOK: Principles and Practice of Marketing, 9e
This book provides a thorough and detailed
understanding of tourism marketing principles and
practice within the context of inter- organisational
collaboration.
???????????????????????——??????????????,?????????
??????,??????????????????????????????????????
Service quality is at the forefront of how the leisure, events,
tourism and sport (LETS) sectors operate. An important
consideration for any business, and therefore any student of
the subject, this new edition of a successful textbook
addresses the key points and principles of managing service
quality across the industry sector. Considering the
underpinning theory of service quality, this book informs the
reader of the practical application of service quality
management tools and techniques in an industry with
distinctive features and challenges. An invaluable read for
students within the LETS sectors, it also provides a useful
refresher for practitioners working in the industry.
Now in its third edition, the best-selling text, Marketing in
Travel and Tourism, explains the principles and practice of
marketing as they are increasingly being applied in the global
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travel and tourism industry. Building on the success of
previous editions, the authors have completely revised the
text to reflect the changes in the travel and tourism industry in
the 21st century. International examples and case studies
drawn from recent practice in several countries are used
throughout the text. Case studies emphasising the role of ICT
include: Microburners, Travel Inn (budget hotels), RCI
Europe, the Balearic Islands, and ICT and the role of the
Internet in international NTO strategies. With its
comprehensive content and user friendly style, Marketing in
Travel and Tourism third edition takes the reader from an
initial definition of the subject matter through to the
application of marketing in the travel and tourism industry,
discussing crucial components such as planning strategy and
the marketing mix, making it an indispensable text for both
students and practitioners alike.
The purpose of the book is to provide insurance practitioners,
consumers, and students with definitions of common
insurance terms in both the property/casualty and life/health
insurance industries. The unique feature of the book is that
many of the definitions contain detailed explanations of
coverage provided by certain types of insurance and/or
examples that illustrate how a particular coverage works. The
book should be helpful to insurance agents and to new
insurance agency/company personnel. It will also be helpful
to consumers to use as a reference guide to better
understand insurance products the consumer needs. Finally,
it will be useful as a reference guide for students in business
courses.
This comprehensive collection of 38 cases selected from Ivey
Publishing helps students understand the complex issues that
marketing professionals deal with on a regular basis. The
cases were chosen to help students apply conceptual,
strategic thinking to issues in marketing management, as well
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as provide them with more practical operational ideas and
methods. Cases were chosen from around the world, from
small and large corporations, and include household names
such as Twitter, Best Buy, Ruth's Chris, and Kraft Foods. The
majority of the cases are very recent (from 2009 or later).
Each chapter begins with an introductory review of the topic
area prior to the set of cases, and questions are included
after each case to help students to think critically about the
material. Cases in Marketing Management is edited by
Kenneth E. Clow and Donald Baack, and follows the structure
and goals of their textbook Marketing Management: A
Customer-Oriented Approach. It can also be used as a standalone text, or as a supplement to any other marketing
management textbook, for instructors who want to more
clearly connect theory and practice to actual cases.
"This work is a comprehensive, four-volume reference
addressing major issues, trends, and areas for advancement
in information management research, containing chapters
investigating human factors in IT management, as well as IT
governance, outsourcing, and diffusion"--Provided by
publisher.
Service business accounts for more than 75 per cent of the
wealth and employment created in most developed market
economies. The management and economics of service
business is based around selling expertise, knowledge and
experiences. This Handbook co
This revitalized new edition of Strategic Operations
Management focuses on the four core themes of operations
strategy, a vital topic for any company's objectives: strategy,
innovation, services, and supply. Expertly authored by a team
of Europe's top scholars in the field, the text is enhanced by
the addition of new case examples, graphic images, learning
objectives, discussion questions, and suggestions for further
reading. In addition, the companion website offers a
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comprehensive set of web links and videos to augment the
learning experience. This truly comprehensive volume
underscores the differences between the core theories that
underpin operations management. Students taking MBA,
MSc and MBM classes on operations management,
advanced operations management, and strategic operations
management will find this textbook fulfills all their
requirements whilst advanced undergraduate classes in these
areas will also find the book an essential read.
Essentials of Services MarketingFT Press
This book brings together 47 chapters related to various
aspects of health science. The main topics explored here are
obesity and inflammation, pain management, adolescent
pregnancies, palliative care needs, nursing care, preclinical
applications, elderly health, reflexology, healthy lifestyles,
healthy life and nutrition, early diagnosis, improving
adolescent health, and palliative care nursing, among others.
The volume will attract the attention of researchers and local
authorities and implementers, but will be of particular interest
to academics and staff in the departments of health sciences.
This book constitutes the proceedings of the 19th
International Conference on Perspectives in Business
Informatics Research, BIR 2020. The conference was initially
planned to be held in Vienna, Austria, during September
2020. Due to the COVID-19 pandemic it was postponed to be
held together with BIR 2021. The 14 papers presented in this
volume were carefully reviewed and selected from 48
submissions. The papers were organized in topical sections
as follows: Digital Transformation and Technology
Acceptance; Multi-perspective Enterprise Models and
Frameworks; Supporting Information Systems Development;
Literature and Conceptual Analysis; and Value Creation and
Value Management.
This book offers novel methods for developing Value-based
Page 7/21

Read PDF Essentials Of Services Marketing 2nd
Edition Lovelock Wirtz
marketing strategies aimed at increasing revenue and profits.
The Value concept relates all the benefits offered by a
product with its price and the effort required to obtain it.
Global competition requires managing Value rather than
individual products or brands. This fosters customer loyalty,
and provides a solid basis for relationship marketing. The
book takes a practical, step-by-step approach to explain: •
How the forces of supply and demand interact with customer
Value; • The relationships between benefits, quantities,
prices and costs; • How to develop effective competitive
strategies; • How to manage inventory and product mix
efficiently; • How to apply the Value model to increase
profitability, and solve major marketing problems. The book
sets forth several new approaches for marketing and pricing
decision-making: • The concept of Value integrates
marketing, finance, economics and accounting, in order to link
Value-based pricing with relationship marketing. • The law of
supply and demand is restated with quantity as a function of
Value instead of price; this makes it a more realistic and
practical tool for understanding today´s highly competitive
business environment. • The confrontation and
complementation concepts provide useful tools for guiding
marketers into new segments, and pricing products
accordingly. They play a key role for devising win-win
strategies, not only with customers, but also with competitors.
• The Value Matrix is a practical tool for understanding the
product´s positioning, analyzing its competition, setting prices
and developing strategy. It aims at achieving an optimal
balance between customer loyalty and product mix
profitability. • The Value Life Cycle illustrates how Value acts
as a force that constantly changes revenue, providing insight
for developing strategies in each phase of the product´s life
cycle. • Analogies with physics illustrate how policy
constraints create resistance to sales velocity, thereby
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determining the rate at which a firm advances towards its
financial and marketing goals. • The strategy for pricing
business services applies Value to balance supply with
demand; this leads to increased revenue. • The marketing
approach set forth unifies product portfolio and inventory
management with Value-based pricing for maximizing
income. Clear explanations and accessible language make
this book ideal for marketing professionals and nonspecialists. Advanced readers may refer to the appendices,
where the subjects are analyzed further and the mathematical
foundations are laid out; numerous solved problems of pricing
and costs are included.
This edited volume explores the nature, scope, and
consequences of the marketisation of higher education.
Chapters identify different practices which reflect the
marketisation of higher education, and offer various
perspectives on the policies and procedures which stimulate
and regulate it. The volume takes a holistic approach,
following the notion that the marketisation of higher education
both drives and is driven by the universities which form the
higher education market.
Hospitality and Tourism - Synergizing creativity and
innovation in research contains 116 accepted papers from the
International Hospitality and Tourism Postgraduate
Conference 2013 (Shah Alam, Malaysia, 2 3 September
2013). The book presents trends and practical ideas in the
area of hospitality and tourism, and is divided into the
sections below:Marketing: Essential principles, new realities has been
researched, developed and written primarily with the
undergraduate and diploma-level student in mind. This
student-oriented text, with its relaxed and free flowing
language, provides the reader with material of a rigorous
academic standard. Each chapter follows a set structure that
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has been designed to encourage discussion and raise issues
for consideration and research: introduction; learning
objectives; chapter sub headings - key issues; chapter
summary; exercises and questions for review and critical
thinking. At the end of the book there are additional notes and
references to support student learning. Written by authors
from both an academic and practitioner background, this new
textbook offers an excellent introduction to the subject for the
next generation of marketers and business people. FREE CD
ROM FOR LECTURERS The authors have created a unique
CD ROM containing both lecture presentation slides and
essay questions. This is available on request from the
publisher. CONTENTS Introduction What is marketing? The
business and marketing environment Ethical marketing and
social responsibility Buyer behaviour Segmenting, positioning
and targeting Marketing research Marketing and strategy
Products and brands Price and pricing strategies Promotion
part 1 Promotion part 2 People, physical evidence and
process Placement, distribution and logistics Marketing
across borders: the international dimension Application:
bringing the elements together Notes Reference Index Please
view more information on this book, including a sample
chapter and detailed, full contents at http://www.koganpage.co.uk/groucutt
EBOOK: Principles and Practice of Marketing
One key for success for an entrepreneur is to obtain sales
(revenue) and profits as quickly as possible upon launching
the venture. Entrepreneurial Marketing focuses on this and
the essential elements of success in order to achieve these
needed sales and revenues and then grow the company. The
authors build a comprehensive, state-of-the-art picture of
entrepreneurial marketing issues, providing major theoretical
and empirical evidence that offers a clear, concise view of the
field.Through an international approach that combines both
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theoretical and empirical knowledge on entrepreneurship and
marketing, this book informs and enhances an entrepreneurs'
creativity, their ability to bring innovations to the market and
their willingness to face risk and change the world. Key
components addressed include: identifying and selecting the
market, determining the consumer needs cost-effectively,
executing the basic elements of the marketing mix (product,
price, distribution, and promotion) and competing successfully
in the domestic and global markets by implementing a sound
marketing plan. Numerous illustrative examples bring the
content to life. The mix of theoretical content, examples,
empirical analyses and case studies, make this book an
excellent resource for students, professors, researchers,
practitioners, and policymakers all over the world.

Marketing in Travel and Tourism aims to guide and
support readers through the complexities of tourism
marketing in the 21st Century. It sets out clear
explanations of marketing principles and concepts
adapted from mainstream services marketing, and goes
on to illustrate the range of applications currently
practised in the modern visitor economy. Now in its
fourth edition, and reprinted almost every year since
1988, each chapter of the book has been updated to
include current evaluations of all the key developments
in marketing, especially consumer centric marketing and
the now focal role of the Internet in the marketing mix.
The chapters on communicating with cutomers have
been extensively rewritten to take account of e-marketing
and related marketing developments in tourism that are
pulled together in a forward looking Epilogue. This fully
revised edition includes: full colour interior with
pedagogic features such as discussion questions and
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exercises to encourage further exploration of key areas
new material on the role of e-marketing, motivations and
consumer behaviour five in-depth international case
studies, including Tourism New Zealand and Agra Indian
World Heritage Site, along with 17 mini cases to
contextualise learning a companion website:
www.elsevierdirect.com/9780750686938, packed with
extra resources such as Power Point slides and
interactive multiple choice questions to aid teaching and
learningMarketing in Travel and Tourism provides a truly
international and comprehensive guide to marketing in
the global travel industry, an indispensible text for all
students and lecturers.
This title was first published in 2001. Technology-led
developments are changing the nature of the information
marketplace. In the face of rapid change, stakeholders
and players in the marketplace need to form new
strategic alliances, identify new market segments, evolve
new products, and, in general, manage changing
relationships between suppliers and customers. This
work focuses on "information marketing" - the marketing
of information based products and services. It studies
marketing in contexts and organizations in which
information based products and services are a significant
product category. Typical information based products
include: books, CD's, videos, journals, journal articles,
and databases and typical information based services
include: libraries, business consultancy services, and
web-based information services. Chapters explore
concepts such as the structure of the information
marketplace, relationships with customers, marketing
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communications, and marketing planning and strategy.
Business Practices in Higher Education is a
breakthrough guide offering higher education and
student affairs professionals an understanding of the
fundamental business nature of colleges and
universities. The author discusses the practical
applications of business concepts and models and how
these applications can contribute to the overall efficiency
and effectiveness of higher education institutions. Useful
examples from a wide range of institutions—including
small privates, large publics, and community
colleges—illustrate these concepts. This professional
guide is organized into the following four sections:
Environment and Structure Finance and Funding People
and Processes Perspectives on the Future Business
practices pervade the academic, student affairs, and
administrative sides of higher education. This book
affords readers a greater understanding of the true
nature of higher education and an appreciation for how
the academy effectively incorporates business practices
into everyday work lives.
Airline Operations and Management: A Management
Textbook is a survey of the airline industry, mostly from a
managerial perspective. It integrates and applies the
fundamentals of several management disciplines,
particularly economics, operations, marketing and
finance, in developing the overview of the industry. The
focus is on tactical, rather than strategic, management
that is specialized or unique to the airline industry. The
primary audiences for this textbook are both senior and
graduate students of airline management, but it should
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also be useful to entry and junior level airline managers
and professionals seeking to expand their knowledge of
the industry beyond their own functional area.
With the aim of developing a successful CRM program
this book begins with defining CRM and describing the
elements of total customer experience, focusing on the
front-end organizations that directly touch the customer.
The book further discusses dynamics in CRM in
services, business market, human resource and rural
market. It also discusses the technology aspects of CRM
like data mining, technological tools and most importantly
social CRM.The book can serve as a guide for deploying
CRM in an organization stating the critical success
factors.KEY FEATURES• Basic concepts of CRM and
environmental changes that lead to CRM adoption•
Technological advancements that have served as
catalyst for managing relationships• Customer strategy
as a necessary and important element for managing
every successful organization• CRM is not about
developing a friendly relationship with the customers but
involves developing strategies for retention, and using
them for achieving very high levels of customer
satisfaction• The concept of customer loyalty
management as an important business strategy• The
role of CRM in business market• The importance of
people factor for the organization from the customer's
perspective• Central role of customer related databases
to successfully deliver CRM objectives• Data, people,
infrastructure, and budget are the four main areas that
support the desired CRM strategy
This Handbook examines the area of consumer
Page 14/21

Read PDF Essentials Of Services Marketing 2nd
Edition Lovelock Wirtz
behaviour from the perspective of current developments
and developing areas for the discipline, to new
opportunities that comprehend the nature of consumer
choice and its relationship to marketing. Consumer
research incorporates perspectives from a spectrum of
long-established sciences: psychology, economics and
sociology. This Handbook strives to include this
multitude of sources of thought, adding geography,
neuroscience, ethics and behavioural ecology to this list.
Encompassing scholars with a passion for researching
consumers, this Handbook highlights important
developments in consumer behaviour research, including
consumer culture, impulsivity and compulsiveness,
ethics and behavioural ecology. It examines evolutionary
and neuroscience perspectives as well as consumer
choice. Undergraduate and postgraduate students and
researchers in marketing with interests in consumer
behaviour will find this enriching resource invaluable.
The International Student Conference in Tourism
Research (ISCONTOUR) offers students a unique
platform to present their research and establish a mutual
knowledge transfer forum for attendees from academia,
industry, government and other organisations. The
annual conference, which is jointly organized by the IMC
University of Applied Sciences Krems and the Salzburg
University of Applied Sciences, takes place alternatively
at the locations Salzburg and Krems. The conference
research chairs are Prof. (FH) Mag. Christian Maurer
(University of Applied Sciences Krems) and Prof. (FH)
Dr. Barbara Neuhofer (Salzburg University of Applied
Sciences). The target audience include international
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bachelor, master and PhD students, graduates, lecturers
and professors from the field of tourism and leisure
management as well as businesses and anyone
interested in cutting-edge research of the conference
topic areas. The conference topics include marketing
and management, tourism product development and
sustainability, information and communication
technologies, finance and budgeting, and human
resource management.
Essentials of Marketing, seventh edition, provides an
accessible, lively and engaging introduction to marketing.
Taking a practical, tactical approach, the authors cover
traditional marketing techniques and theories, as well as
offering the most up to date critical perspectives.
This three-volume-set (CCIS 219, CCIS 220, and CCIS
221) constitutes the refereed proceedings of the
International Conference on ENTERprise Information
Systems, CENTERIS 2011, held in Vilamoura, Portugal,
in September 2011. The approx. 120 revised full papers
presented in the three volumes were carefully reviewed
and selected from 180 submissions. The papers are
organized in topical sections on knowledge society, EIS
adoption and design, EIS implementation and impact,
EIS applications, social aspects and IS in education,
IT/IS management, telemedicine and imaging
technologies, healthcare information management,
medical records and business processes, decision
support systems and business intelligence in health and
social care contexts, architectures and emerging
technologies in healthcare organizations, as well as mhealth.
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This fifth edition of the best-selling Marketing Book has
been extensively updated to reflect changes and trends
in current marketing thinking and practice. Taking into
account the emergence of new subjects and new
authorities, Michael Baker has overhauled the contents
and contributor lists of the previous edition to ensure this
volume addresses all the necessary themes for the
modern marketer. In particular, the 'Marketing Book' now
broaches the following 'new' topics: * Channel
management - management of the supply chain *
Customer Relationship Management * Direct marketing *
E-marketing * Integrated marketing communications *
measurement of marketing effectiveness * Postmodern
and retro-marketing * Relationship marketing * Retailing
Like its predecessors, the 'Marketing Book 5th edition' is
bursting with salient articles from some of the best
known academics in the field. It amounts to an allembracing one-volume companion to modern marketing
thought, ideal for all students of marketing. * The
authoritative reference source for marketers, now in its
fifth edition * An overview of current thinking and
practice, revised to reflect shifts in the marketing world *
Seminal collection of articles by leading academics and
practitioners
Make it easy for students to understand: Clear, Simple
Language and Visual Learning Aids The authors use
simple English and short sentences to help students
grasp concepts more easily and quickly. The text
consists of full-colored learning cues, graphics, and
diagrams to capture student attention and help them
visualize concepts. Know Your ESM presents quick
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review questions designed to help students consolidate
their understanding of key chapter concepts. Make it
easy for students to relate: Cases and Examples written
with a Global Outlook The first edition global outlook is
retained by having an even spread of familiar cases and
examples from the world’s major regions: 40% from
American, 30% from Asia and 30% from Europe. Help
students see how various concepts fit into the big
picture: Revised Framework An improved framework
characterized by stronger chapter integration as well as
tighter presentation and structure. Help instructors to
prepare for lessons: Enhanced Instructor Supplements
Instructor’s Manual: Contain additional individual and
group class activities. It also contains chapter-by-chapter
teaching suggestions. Powerpoint Slides: Slides will
feature example-based teaching using many examples
and step-by-step application cases to teach and illustrate
chapter concepts. Test Bank: Updated Test Bank that is
Test Gen compatible. Video Bank: Corporate videos and
advertisements help link concept to application. Videos
will also come with teaching notes and/or a list of
questions for students to answer. Case Bank: Cases can
be in PDF format available for download as an Instructor
Resource.
With a focus on the creation and distribution of packaged
holidays, this text covers the fundamentals of business
and the relationship between tour operators and
destinations. With particular reference to the
sustainability of both parties, it reviews the impacts and
influences of tour operations and practices on
destinations within the overriding context of tour operator
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responsibility. It addresses the entirety of this key
component of the tourism sector, and reflects the shift in
recent years from traditional 'sun, sea and sand' holiday
to more bespoke packages.
Do your students need a fresh and concise introduction
to marketing? Essentials of Marketing has arrived! This
is the must have textbook for students looking to shine
and excel in their marketing studies and future careers.
Packed full of exciting and meaningful cases from
organizations such as IKEA, FourSquare, Groupon and
WOMAD, students are encouraged to think critically and
consider how they would tackle the real marketing
challenges and issues encountered by professionals on
a daily basis. Covering the latest trends and
developments in marketing, including social media and
mobile marketing, students are given the opportunity to
go beyond classical marketing theories and explore the
latest cutting edge perspectives. Lecturers and students
are provided with truly innovative online resources which
are carefully integrated with the textbook.
This is today's indispensable introduction to supply chain
management for today's students and tomorrow's
managers – not yesterday's! Prof. Hokey Min focuses on
modern business strategies and applications –
transcending obsolete logistics- and purchasing-driven
approaches still found in many competitive books.
Focusing on outcomes throughout, The Essentials of
Supply Chain Management shows how to achieve
continuous organizational success by applying modern
supply chain concepts. Reflecting his extensive recent
experience working with leading executives and
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managers, Min teaches highly-effective methods for
supply chain thinking and problem-solving. You'll master
an integrated Total System Approach that places
functions like inventory control and transportation
squarely in context, helping you smoothly integrate
internal and external functions, and establish effective
inter-firm cooperation and strategic alliances across
complex supply chains. Coverage includes:
Understanding modern sourcing, logistics, operations,
sales, and marketing – and how they fit together Using
modern supply chain methods to improve customer
satisfaction and quality Working with cutting-edge supply
chain technology and metrics Moving towards greater
sustainability and more effective risk management
Working with core analytical tools to evaluate supply
chain practices and measure performance Legal, ethical,
cultural, and environmental/sustainability aspects of
modern supply chain operations How to build a career in
global supply chain management The Essentials of
Supply Chain Management will be an indispensable
resource for all graduate and undergraduate students in
supply chain management, and for every practitioner
pursuing professional certification or executive education
in the field.
Focusing on the environment, market research, buyer
behavior, cyber marketing, and positioning, this newly
revised edition based primarily on South African
companies provides a comprehensive overview of
marketing theory.
The primary objective of Essentials of Services
Marketing: Concepts, Strategies Cases, 2e is to provide
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materials that not only introduce the student to the field
of services marketing, but also acquaint the student with
specific customer service issues. The business world
now demands, in addition to traditional business
knowledge, increasing employee competence in
customer satisfaction, service quality, and customer
service - skills that are essential in sustaining the existing
customer base.
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