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Services historically received less attention owing to the actual fact that world economies 

were engineered on the producing and farming sectors (Ellram, Tate, & Billington, 2007). 

The rising of the service sector in international economies over the last fifty years, however, 

has generated the requirement for service innovations and improved service productivity to 

fuel economic process. Whereas services promoting and services operations management 

became established fields of analysis and developed refined and innovative information for 

the assembly and delivery of services.  

Thus, a conceptual framework that focuses specifically on the service offerings instead of 

explicit sectors which will guide analysis through the variation of principles, methodologies 

and tools of SCM to the context of service exchanges, is extremely abundant needed to be 

developed. 
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1. Introduction 

The services economy has continually been the thrust of 

economic process of each developed nation. Despite the 

importance of services and also the increasing servitization of 

world economies, service activity lags behind in method 

excellence and performance, compared with factory-made 

product (van Ark, Mahony, & Timmer, 2008; workplace of 

National Statistics, 2007). one in every of the explanations for 

the advancements in method excellence in factory-made 

product (apart from the technological advancements) is that 

triple-crown producing organizations tend to integrate the 

availability, production and delivery processes of their core 

merchandise in a very synchronic fashion with the employment 

of effective data systems (Bosworth & Triplett, 2004; 

Narasimhan & Jayaram, 1998; Womack, Jones, & Roos, 

1990). Only a few studies have investigated however service 

suppliers will produce worth through the combination of the 

processes that stretch their structure boundaries (Ellram, Tate, 

& Billington, 2004; Field & Meile, 2008; Sampson & Froehle, 

2006; Sengupta, Heiser, & Koll, 2006). Despite the actual fact 

that the availability chain management (SCM) field is 

comparatively mature, absolutely the majority of  literature and 

business applications alter the management of the tangible or 

physical provide chains and a lot of specifically with the 

procurance of products in producing provide chains 

(Baltacioglu, Ada, Kaplan, Yurt, & Kaplan, 2007; Ellram et al., 

2007). 

 

2. Why Read Services As A Part of Provide Chains? 

Similar to the assembly of producing product, services 

production involves the collaboration of many actors; the 

service suppliers, the suppliers of different services or 

resources required for the look and delivery of those services 

and also the service shoppers, all operating along to co-

produce worth in complicated worth chains or networks. The 

connation and necessity of viewing services as a part of 

provide chains are often illustrated by analyzing the case of 

upper education services. 

Universities remodel students’ information through formal 

and informal agreements with the scholars themselves, faculty, 

IT support, governments and for-profit and not for- profit 

organizations that financially support the colleges because the 

students don't bear the complete value of the service. They 

conjointly manufacture information through analysis that's 

disseminated to all or any these actors. Instead of considering 

the upper education provision as a twin relationship between 

the colleges and also the students, in truth a posh co-design, 

production and delivery system takes place that involves of 

these actors and also the university must manage of these 

relationships. The performance of a university is perceived by 

the scholars through qualitative measures that choose the 

standard of the service; but, the university’s performance is 

evaluated conjointly through quantitative measures by the 

opposite actors (e.g. analysis financial gain, variety of 

graduates, programme selection etc.). The colleges have 

associate elaborate set of processes and systems to manage 

these complicated relationships. A university that excels in 

managing and desegregation of these relationships, through 

effective method management (from admission of the most 

effective students, economical analysis support services and 

public relationships with sponsors and IT support), can 

arguably enhance its productivity. 

 

The lack of analysis in commission provides chains are 

often attributed to the producing origins of the SCM concept; it 

evolved from the fields of production management and 

provision that historically concerned the management and 

transportation of tangible resources (Giannakis & Croom, 

2004). The inherent difficulties in developing commonplace 

models for services owing to the peculiarities of service 

exchanges conjointly contributed to the dearth of analysis 

within the space further because the quality of the processes 

for the look and delivery of services that stretch on the far side 

the structure boundaries (Sampson & Froehle, 2006). Services 

square measure tough to envision and manage, they're various 

in natures and extremely discourse and repair procurance isn't 

drained a centralized fashion (Ellram et al., 2004). 
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This paper addresses this major gap within the literature, 

by developing a conceptual framework and a groundwork 

agenda for the management of the availability chains of service 

offerings. The term ‘chain’ might not be the foremost 

descriptive to envision the quality of the service processes and 

systems involved; but, for convention (and to indicate the 

connection to the management of producing provide chains), 

this term is employed during this paper. 

 

A distinction is formed between the providers of tangible 

product from the availability of intangible product and focuses 

on the availability chains of service offerings. as an example, 

for a money services organization, the management of tangible 

provide chains (e.g. management of provider of writing paper, 

bank statements etc.) further because the management of 

intangible provide chains (e.g. management of knowledge and 

communication) is important. Similarly, a producing 

organization could involve the management of tangible further 

as intangible provide chains (for a maker, the materials provide 

further as maintenance and security services). The main focus 

of this paper is on the intangible resources (the provider and 

delivery of business services). 

 

The benefits from the event of a services SCM framework 

are often multitude. From a social control purpose of read, 

service method enhancements through integration of service 

provide chains could result in increased service productivity, if 

we tend to think about that productivity in services could be a 

perform of method potency and repair quality (Gronroos & 

Ojasalo, 2004). From a groundwork purpose of read, applied 

analysis might be conducted to look at however provide chain 

models manifest themselves in numerous contexts. As a 

consequence, this information could also be incorporated into 

programmes and teaching strategies. 

 

The remaining of the paper is organized in four sections. 

Within the 1st section, the service management context 

referring to the availability and delivery of services is explored. 

The second section discusses 3 well-known frameworks of 

SCM, and taking under consideration the peculiarities of the 

service provide chains, the conceptual framework for service 

SCM is developed within the third section. The paper 

concludes with a planned analysis agenda that arises for the 

management of service provides chains. 

 

3. The Services Management Context  

While it's helpful for economic indicators to tell apart the 

assembly and provider of products from those of services, 

process the exchange context of associate providing isn't as 

clear because it may appear. Only a few business exchanges 

involve strictly services and equally only a few square 

measures for the availability of products. The case is in point of 

fact associate exchange of associate providing that has 

services further as product. Services might embrace the 

exchange of assets (of any type), data or information and entail 

the event and management of provider relationships (SRs), 

specifically because it is within the case of exchanges of 

products (Croom, Romano, & Giannakis, 2000). Moreover, in 

many industries, abundant of what was accustomed be a part 

of producing these days is changing into a service. As an 

example, IBM further as several different IT-related 

organizations identifies themselves as services and trade 

solutions businesses. 

 

The context during which service exchanges happen is 

somehow completely different from product owing to some 

peculiar characteristics that they possess. Within the service 

management literature, there are many makes an attempt to 

stipulate their definitive characteristics. although there's 

discussion in terms of what percentage (and to what extent) of 

those characteristics associate providing ought to possess so 

as to be referred to as a service, all researchers concede that 

the central characteristic of services is that the notion of 

impalpability (Gronroos, 1990; Zeithaml & Binter, 1996). 

Impalpability refers to the actual fact that the output of the 

many services may be a performance, a method or associate 

act, that doesn't lead to the transfer of possession. This 

suggests 3 further characteristics of services. They’ll be 

heterogeneous; they cannot be kept and will be made and 

consumed at constant time. 

 

These characteristics of services have multiple effects on 

many management areas that differentiate them from 

management of business product. Associate illustrative 

example of their result on SCM problems is within the 

complicated notion of the creation valuable across service 

provides chains. In producing provide chains, the notion of 

accessorial worth is straightforward to conceive, because it is 

expounded with the transformation of raw materials into final 

merchandise. every company within the provide chain 

consecutively adds worth to the merchandise by process the 

materials and data that ‘flow’ from the upstream firms then 

delivers the unfinished product to future ‘link’ of the chain. 

Within the context of services, however, such a notion isn't 

relevant as a result of services (inherently) cannot be 

reworked, transported or inventoried within the same method 

as industrial product. 

 

Very few researchers are inquisitive about the availability 

of services as a supply valuable relating to SCM phenomena. 

There’s associate abundance of researches that stress the 

importance of managing the SRs that square measure 

developed with the exchanges of services (e.g. Gadrey & 

Gallouj, 1998). These works, however, concern solely the 

downstream level of a provide chain from the angle of the 

client. Analysis within the management of provide and delivery 

of services and also the management of the complete chain (or 

network) of services provide has been bottom. Studies to date 

centered either on service SCM of explicit sectors (Baltacioglu 

et al., 2007; Ellram et al., 2004; Kathawala & Abdou, 2003) or 

on specific SCM processes like service procurance (Axelsson 

& Wynstra, 2002), investigated the II relationship between the 

service supplier and also the finish shopper of that service 

(Sampson, 2000) or took associate unvaried approach to 

services SCM (Sengupta et al., 2006).  

 

There has been an excellent deal of discussion within the 

last thirty years on whether or not it's excusable to transfer 

theories that were developed in producing to service contexts. 

Many authors have argued against the validity of those models 

(see, as an example, Berry & Parasuraman, 1993). A 

perspective exists that SCM is applicable solely in producing, 
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because it entails the transportation and management of fabric 

resources across the availability chain, i.e. the normal 

perspective of provision management. The field, however, has 

evolved from this ancient read encompassing square 

measureas like SR management; outsourcing and buying 

management that are applicable in commission organizations 

further. 

 

Despite the perceived barriers to the event of models for 

business service provide chains, there square measure variety 

of existing and rising factors that give the impetus to pursue 

the event of services provide chain models. 

 

Coordination of processes: For the look and delivery of 

services, an oversized variety of freelance stakeholders could 

also be concerned, whose processes got to be coordinated. 

Several business services (IT services, for example) got to 

serve an oversized variety of various customers/users inside a 

corporation and not simply one department. 

 

This makes the delivery processes a lot of sophisticated 

than industrial product. As they have an effect on several 

personnel, the end-user involvement is an important a part of 

the procurance method. 

 

Improved performance through optimization: Considering 

service exchanges with a provide chain perspective provides 

the structure to determine the performances of tributary links 

and also thereby offers a holistic illustration of the operations of 

a service organization and the weaknesses which require to be 

addressed (Narasimhan & Jayaram, 1998). 

 

Improvement of the client interface: The high level of client 

contact that is characteristic of service interchanges stresses 

the importance for a corporation to react to client feedback as 

this could give key benefits in developing and sustaining 

service quality. Whereas such issues are accepted within the 

field of services promoting, the availability chain perspective 

permits managers to look at their quality assurance processes 

from a so much wider perspective that has actors outside of 

their structure boundaries. The challenge so is to spot and 

analyse the contingencies that exist in numerous contexts 

once a selected construct is tailored to a unique setting. it's 

argued during this paper that services’ provide and delivery 

performance are often increased with triple-crown 

management of their provide chains. A holistic model for 

service SCM which will guide analysis and effectuation is so 

required, galvanized by the prevailing provide chains models 

and custom-made to suit the peculiarities of service contexts. 

 

4. Adapting Existing SCM Models 

Since its origination, many models for SCM are planned. 

During this paper, one professional and 2 established 

conceptual frameworks square measure analyzed. These 

models are instrumental in guiding analysis and effectuation 

within the SCM downside domain.  

 

5. The Supply Chain Operations Reference Model 

The supply chain operations reference (SCOR) model 

(developed by the availability Chain Council) incorporates the 

well-known methods of business process re-engineering, 

benchmarking associated method mensuration into an 

integrated framework that contains 5 commonplace processes 

of arrange, source, make, deliver and come which will be found 

in each producing organization. It’s enforced with a strategy 

that defines the link between these four processes (and sub 

processes). Supported commonplace metrics of SCM, it 

proposes sensible practices which will manufacture best in 

school performance. 

 

By providing a customary nomenclature and a whole set of 

metrics and best practices for varied aspects of SCM, the 

model provides permits organizations to perform truth primarily 

based analyses for improvement of provide chain performance. 

 

The SCOR model has verified to be a really triple-crown 

reference framework across a spread of industries (Figure 1). 

Its major disadvantage in finding out services provide chains, 

however, lies within the proven fact that (in the method that 

they're defined) the create, deliver and come processes of the 

model bear no connection to the exchange of services, as 

services cannot be transported or ‘made’ within the same 

method as product. Its producing focus and also the lack of 

performance metrics associated best practices for services 

exchanges create the SCOR framework in its current type an 

inadequate model for management of service provide chains. 

The prevailing wealthy portfolio of performance metrics, 

however, could give a helpful supply for the event of latest 

custom-made versions of the model for the service provides 

chains.

 

 
Source: web.supply-chain.org 

Figure 1: The SCOR model 
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6. 3S Model 

In their discussion of the matter domain of SCM, 

Giannakis and Croom (2004) developed a conceptual 

paradigmatic model for SCM. This model takes a holistic 

approach to SCM, providing a relevant and representative map 

of this subject area and its informant theoretical views, which 

might be accustomed study many provide chain processes. 

The framework identifies 3 major dimensions of SCM, 

particularly the synthesis of {the businesses the firms} and 

resources networks that involves processes relating to the 

structure of {the provide the availability the provision} chain 

and choices on outsourcing (or not) of products/services and 

processes; the activity between the actors of a provider 

network that involves strategic choices relating to the 

harmonization of contrastive interests and objectives of various 

companies in a very supply chain i.e. (the management of 

SRs); the synchronization of the relevant processes that 

involve the assembly and provision of a decent or a service to 

the ultimate client. 

 

Although this framework is helpful in process the scope of 

SCM and analyses its broad downside domain with many 

theoretical constructs, it falls short in providing a transparent 

direction for the study of services SCM. Its holistic nature are 

often accustomed determine many provide chain phenomena 

in commission provide chains and a groundwork agenda are 

often designed supported its underlying dimensions. It cannot 

be used; however, as a whole conceptual framework for 

service provides chains, as there's no respect to the distinction 

the service characteristics create into the management of 

service provide chains. 

 

7. The Global Provide Chain Forum Model 

A conceptual model that's oftentimes cited within the 

tutorial literature is that the SCM framework planned by the 

world provide chain forum (GSCF) (Cooper, Lambert, & Pagh, 

1997). This model is predicated on Porter’s thought valuable 

chain and takes under consideration the management 

processes, the management systems and also the structure of 

the availability chain. Its focus is on the combination and 

coordination of those processes; with the final word aim to 

enhance the general provide chain performance. Just like 

SCOR, the quality of GSCF model is that the proven fact that it 

conjointly adopts a process-oriented approach. The GSCF 

SCM model seems to be a lot of acceptable in commission 

contexts than SCOR because the processes that it entails are 

often found in most service provide chains with the exception 

of producing flow management and returns (Figure 2). The 

model, however, doesn't take under consideration any of the 

peculiarities of the service context and also the impact that the 

service characteristics could wear the SCM processes (as 

they're delineated within the 3S model). 

 

 

 
Figure 2: The GSCF model of SCM 

 

The model, however, doesn't take under consideration any 

of the peculiarities of the service context and also the impact 

that the service characteristics could wear the SCM processes 

(as they're delineated within the 3S model). 

 

8. Service Provide Chain Performance Management 

As services get a lot of intangible, it's tough to live the 

performance of their provide chains: arduous measures like 

profit got to be displaced by soft measures like client 

satisfaction because the intangible aspects of services could 

also be necessary sources of competitive advantage. A 

framework that uses associate array of soppy and arduous 

performance indicators (financial, quality of service, client 

satisfaction and psychological feature a lot of social indicators 

like communication and learning) must be developed. 

 

The performance management of service provides chains 

are often addressed with associate custom-made version of 

the SCOR model. The create method of the SCOR model is 

impertinent in commission contexts, because it relates to the 

transformation of tangibles resources into finished 

merchandise. Instead, the service is made throughout the 

delivery method, and as services got to be tailor-made (as their 

level of impalpability increases), the look method becomes of 

predominant importance. Associate custom-made version of 

the SCOR model will take the subsequent type. 
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Based on the structural and infrastructural variations of 

service provide chains compared with physical provide chains 

(which result from the impact of the extent of intangibility), the 

conceptual framework for service SCM is given in figure three. 

 

The underlying principles for the conceptual framework of 

service SCM square measure just like those of producing 

SCM. choices would like be created regarding the structure of 

the availability networks, the management of SRs and several 

other processes associated with the coordination of their 

processes like capability management, order fulfillment, 

procurance etc. The management of service provides a chain 

is important, as in producing, for the improvement of the results 

of uncertainty in business environments in terms of provide 

and demand. 

 

 
Figure 3: A conceptual framework for services SCM 

 

For example, for the management of a typical service 

industry provides chain, the subsequent processes that 

concerned many provide chain partners got to manage. 

 

9. Sourcing and Procurance Management 

Identification and choice of provide sources, sourcing of 

property (IP), sourcing of knowledge sources, sourcing of 

consultants, data access. 

 

The creating of the practice service package is often split 

between 2 generic resource management processes. The 

development of intangible assets and capabilities (IP design, 

advisor talent sets etc.) and also the capability management 

for the assembly of practice resources into the service 

package. 

 

The delivery method involves relative processes 

associated with the interaction of the consultants with the 

consumer further as order fulfillment processes together with 

identification of any process, generation of scientific discipline, 

invoicing and quality assurance. 

 

For the event of a reference framework for services 

provide chains, this study proposes associate approach that 

considers what service provide chains square measure, a way 

to perceive their structure and coordination and the way to 

enhance their performance. It incorporates the roles of 

individuals, technology, shared data, further because the role 

of client input within the style, production and delivery 

processes. 

 

The major distinction with producing provide chains relate 

to the method the worth is accessorial across the service 

provide chain. As a metamorphosis method doesn't occur 

within the same method as in producing, the worth is 

accessorial through the management of information and 

knowledge flows and through the interaction method with the 

shoppers. As services become a lot of intangible (both in terms 

of method and outcome intangibility), client relationship 

management becomes a serious issue because the client 

becomes a part of the worth accessorial method of provide 

chain and thus a lot of stress ought to lean within the 

coordination of relative processes. 

 

10. Conclusion  

Framework for services SCM that takes under 

consideration however the extent of impalpability impacts on 

many processes of SCM is planned during this paper. Services 

represent a dominant a part of world economies and a serious 

supply valuable for factory-made merchandise further. The 

service management and SCM analysis fields have had solely 

restricted impact in one another’s analysis focus. During this 

paper, it's contended that the variation of SCM 

models/principles and constructs to with success integrate and 

manage services’ provide, style and delivery could also be 

helpful (and necessary) in any plan to improve service 

performance. This attitude is import by developments in every 
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field: SCM is progressively counting on service management 

owing to servitization of economies. At constant time, there's 

associate impetus for the applying of producing ideas in 

commission management owing to the industrial enterprise of 

services and also would like for increased service processes 

performance. 

 

The framework will give a helpful opening in process the 

overall approaches, capabilities and analysis agendas within 

the new field. Knowledge domain approaches like service 

science that is unmoving in applied science and aims to mix 

the applying of scientific, management and engineering 

principles to service processes (Spohrer, Maglio, McDavid, & 

Cortada, 2006) will assist during this direction. Analysis are 

often driven by business interest (IBM has recently developed 

a centre for analysis in commission science) further as 

individual intellectual curiosity. A non-exhaustive analysis 

agenda is planned below (necessarily incomplete), that 

focuses on the 3 underlying objectives of SCM. 

 

 

 

References 

 

1. Ackermans, H., & Vos, B. (2003). Amplification in service 

supply chains: An exploratory study from the telecom 

industry. Production and Operations Management, 12(2), 

204–223. 

2. Anderson, E., Douglas, J., & Lundeen, G. (2005). The 

‘physics’ of capacity and backlog management in service 

and custom manufacturing supply chains. System Dynamics 

Review, 21(3), 217–247. 

3. Anderson, E., & Morrice, D. (2000). A simulation game for 

teaching services-oriented supply chain management: Does 

information sharing help managers with service capacity 

decisions? Production and Operations Management, 9(1), 

40. 

4. Van Ark, B., Mahony, M., & Timmer, M.P. (2008). The 

productivity gap between Europe and the United States: 

Trends and causes. Journal of Economic Perspectives, 

22(1), 25–44. 

5. Axelsson, B., & Wynstra, F. (2002). Buying business 

services. Chichester: Wiley. 

6. Baltacioglu, T., Ada, E., Kaplan, M.D., Yurt, O., & Kaplan, 

Y.C. (2007). A new framework for service supply chains. The 

Service Industries Journal, 27(2), 105–124. 

7. Berry, L.L., & Parasuraman, A. (1993). Building a new 

academic field: The case of services marketing. Journal of 

Retailing, 69(1), 13–60. 

8. Bosworth, B.P., & Triplett, J.E. (2004). Productivity in the US 

services sector: New sources of economic growth. 

Washington, DC: Brookings Institution Press.  

9. Cooper, M.C., Lambert, D.M., & Pagh, J.D. (1997). Supply 

chain management: More than a new name for logistics. The 

International Journal of Logistics Management, 8(1), 1–13. 

10. Croom, S., Romano, P., & Giannakis, M. (2000). Supply 

chain management: An analytical framework for critical 

literature review. European Journal of Purchasing and 

Supply Management, 6(1), 67–83. 

11. Ellram, L., Tate, W., & Billington, C. (2004). Understanding 

and managing the services supply chain. Journal of Supply 

Chain Management, 40(4), 17–32. 

12. Ellram, L., Tate, W., & Billington, C. (2007). Services supply 

management: The next frontier for improved organizational 

performance. California Management Review, 49(4), 44–66. 

13. European Commission Enterprise DG. (2004). Business-

related services: A key driver of European competitiveness – 

an enhanced economic analysis (European Commission 

Working Paper) Brussels: European Commission. 

14. Field, J., & Meile, L. (2008). Supplier relations and supply 

chain performance in financial services processes. 

International Journal of Operations & Production 

Management, 28(2), 185–206. 

15. Gadrey, J., & Gallouj, F. (1998). The provider-customer 

interface in business and professional services. The Service 

Industries Journal, 18(2), 1–15. 

16. Giannakis, M., & Croom, S. (2004). Toward the development 

of a supply chain management paradigm: A conceptual 

framework. Journal of Supply Chain Management, 40(1), 

27–37. 

17. Gronroos, C. (1990). Service management and marketing: 

Managing the moments of truth in service competition. 

Singapore: Maxwell Macmillan. 

18. Gronroos, C., & Ojasalo, K. (2004). Service productivity – 

towards a conceptualization of the transformation of inputs 

into economic results in services. Journal of Business 

Research, 57, 414–423. 

19. Hill, T.P. (1977). On goods and services. Review of Income 

and Wealth, 23(4), 315–338. 

20. Jiao, J., & Tseng, M. (2000). Fundamentals of product family 

architecture. Integrated Manufacturing Systems, 11(7), 469–

483. 

21. Kathawala, Y., & Abdou, K. (2003). Supply chain evaluation 

in the service industry: A framework development compared 

to manufacturing. Managerial Auditing Journal, 18(2), 140–

149. 

22. McDougall, G., & Snetsinger, D. (1990). The intangibility of 

services: Measurement and competitive perspectives. The 

Journal of Services Marketing, 4(4), 27–40. 

23. Nachum, L. (1999). The productivity of intangible factors of 

production: Some measurement issues applied to Swedish 

management consulting firms. Journal of Service Research, 

2(2), 123–137. 

24. Narasimhan, R., & Jayaram, J. (1998). Causal linkages in 

supply chain management: An exploratory study of North 

American manufacturing firms. Decision Sciences, 29(3), 

579–605. 

25. Office of National Statistics. (2007). ONS productivity 

handbook: A statistical overview and guide. Basingstoke, 

UK: Palgrave. 

26. Sampson, S. (2000). Customer-supplier duality and 

bidirectional supply chains in service organisations. 

International Journal of Service Industry Management, 11(4), 

348–364. 

27. Sampson, S.E., & Froehle, C.M. (2006). Foundations and 

implications of a proposed unified services theory. 

Production and Operations Management, 15(2), 329–343. 

28. Sengupta, K., Heiser, D., & Koll, L. (2006). Manufacturing 

and service supply chain performance: A comparative 

analysis. Journal of Supply Chain Management, 42(4), 4–15. 

29. Silvestro, R., Fitzerald, L., Johnston, R., & Voss, C. (1992). 

Towards a classification of service processes. International 

Journal of Service Industry Management, 3(2), 62–75. 

30. Spohrer, J., Maglio, P., McDavid, D., & Cortada, J.W. (2006). 

Convergence and co-evolution: Towards a services science. 

In W.S. Bainbridge & M.C. Rocco (Eds.), Managing nanobio- 

info-cogno innovations: Converging technologies in society. 

New York: Springer. 



Volume-04, Issue-03,March-2019                                                                         RESEARCH REVIEW International Journal of Multidisciplinary 

RRIJM 2015, All Rights Reserved                                                                                                                                     795 | Page 

31. Womack, J., Jones, D., & Roos, D. (1990). The machine that 

changed the world. New York: Maxwell Macmillan 

International. World Bank. (2009). World development 

report. Washington, DC: Author. 

32. Zeithaml, V., & Binter, M.J. (1996). Services marketing. New 

York: McGraw-Hill. 

 

 

 

 

 

 


