A. "Parsu" Parasuraman
Department of Marketing
Miami Business School
University of Miami
P.O.Box 248147
Coral Gables, FL 33124-6554
parsu@miami.edu
Tel: 305.284.5743
[Last updated on 07 February 2020]

EDUCATION

e D.B.A., Indiana University (1975); Major — Marketing; Minor fields — Quant. Bus. Analysis &
Statistics

e M.B.A., [.LLM.-Ahmedabad, India (1972); Major — Marketing

e B. Tech., LI.T.-Madras, India (1970); Major — Mechanical Engineering

EMPLOYMENT/TITLES

e Mentor, AIM-Parasuraman Center for Service Excellence, IFIM Business School, Bengaluru, India,
August 19 — present.

e Pro-Chancellor, Vijaybhoomi University, Karjat (Greater Mumbai), India, August 2019 — present.

e Emeritus Professor of Marketing and James W. McLamore Chair Emeritus, University of Miami,
August 2019 — present.

e Professor and Holder of The James W. McLamore Chair in Marketing, University of Miami; August
1994 — August 2019.

e Chairperson, Marketing Department, University of Miami, May 2013 — May 2016.

e Director of Doctoral Programs, School of Business, University of Miami; August 2007 — December
2011; January 2013 — May 2016.

e Vice Dean of Faculty, School of Business, University of Miami; January 2008 — May 2010.
e Chairperson, Marketing Department, University of Miami, August 2004 — May 2006.

e Federated Professor of Marketing, Texas A&M University, College Station, TX; January 1991 -
July 1994.

e Foley's/Federated Professor of Retailing and Marketing Studies, Texas A&M University, College
Station, TX; September 1987 - December 1990.
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e Professor of Marketing, Texas A&M University, College Station, TX; September 1986 - August
1987.

e Associate Professor of Marketing, Texas A&M University, College Station, TX; September 1981 -
August 1986; tenured September 1982.

e Assistant Professor of Marketing, Texas A&M University, College Station, TX; June 1979 - August
1981.

e Assistant Professor of Marketing, University of Northern lowa, Cedar Falls, lowa; August 1975 -
May 1979.

e Associate Instructor, Indiana University, Bloomington, Indiana; August 1972 - August 1975.
e Research Associate, [.I.M-Ahmedabad, India; May 1972 - July 1972.
e Research Assistant at the computer center, [.I.M-Ahmedabad, India; May 1971 - July 1971.

AWARDS AND HONORS

e Recognized by Clarivate Analytics/Web of Science as one of the 2020 Highly Cited Researchers
(https://recognition.webofscience.com/awards/highly-
cited/2020/?utm_campaign=EM1_Highly Cited Researchers_Recipients SAR Global 2020 _EN&
utm_medium=email&utm_source=Eloqua); one of around 20 scholars in the overall business
discipline from among around 100 scholars listed in the “Economics & Business” category.

e Recognized by Clarivate Analytics/Web of Science as one of the 2019 Highly Cited Researchers
(https://recognition.webofsciencegroup.com/awards/highly-
cited/2019/?utm _campaign=EM 1 Research Smarter Newsletter SAR Global 2019 December&utm medi
um=email&utm_source=Eloqua); one of five Marketing academics in the “Economics & Business”
category, which contains a total of 113 researchers across all economics and business disciplines.

e Recognized by the Kelley School of Business, Indiana University, as the “Distinguished Alumnus of
the Doctoral Program” (April 2019)

e Recognized by the American Marketing Association Higher Education Special Interest Group
(AMA Higher Ed SIG) as the recipient of their 2018 Lifetime Achievement Award for “distinct
accomplishments and dedication to the area of higher education in the marketing discipline.”

e Included in 2017 Clarivate Analytics Highly Cited Researchers
(https://clarivate.com/webofsciencegroup/campaigns/highly-cited-researchers-2019-
archive/?utm_source=HCR&utm medium=recognition page&utm campaign=2019); one of five Marketing
academics in the “Economics & Business” category, which contains a total of 93 researchers across
all economics and business disciplines.

e Appointed by Bocconi University (Italy) to serve on their Committee for Appointments and
Promotions for a two-year term (2016-2018).


https://recognition.webofscience.com/awards/highly-cited/2020/?utm_campaign=EM1_Highly_Cited_Researchers_Recipients_SAR_Global_2020_EN&utm_medium=email&utm_source=Eloqua
https://recognition.webofscience.com/awards/highly-cited/2020/?utm_campaign=EM1_Highly_Cited_Researchers_Recipients_SAR_Global_2020_EN&utm_medium=email&utm_source=Eloqua
https://recognition.webofscience.com/awards/highly-cited/2020/?utm_campaign=EM1_Highly_Cited_Researchers_Recipients_SAR_Global_2020_EN&utm_medium=email&utm_source=Eloqua
https://nam01.safelinks.protection.outlook.com/?url=https%3A%2F%2Frecognition.webofsciencegroup.com%2Fawards%2Fhighly-cited%2F2019%2F%3Futm_campaign%3DEM_1_Research_Smarter_Newsletter_SAR_Global_2019_December%26utm_medium%3Demail%26utm_source%3DEloqua&data=02%7C01%7Caparasur%40bus.miami.edu%7Cdbdebd654a0d4a9d926908d77e605a3a%7C2a144b72f23942d48c0e6f0f17c48e33%7C0%7C0%7C637116824597910645&sdata=Kc3z%2B7w%2FURwhV6MQmkPPKaesjbEVK1lUMkb29ic22pY%3D&reserved=0
https://nam01.safelinks.protection.outlook.com/?url=https%3A%2F%2Frecognition.webofsciencegroup.com%2Fawards%2Fhighly-cited%2F2019%2F%3Futm_campaign%3DEM_1_Research_Smarter_Newsletter_SAR_Global_2019_December%26utm_medium%3Demail%26utm_source%3DEloqua&data=02%7C01%7Caparasur%40bus.miami.edu%7Cdbdebd654a0d4a9d926908d77e605a3a%7C2a144b72f23942d48c0e6f0f17c48e33%7C0%7C0%7C637116824597910645&sdata=Kc3z%2B7w%2FURwhV6MQmkPPKaesjbEVK1lUMkb29ic22pY%3D&reserved=0
https://nam01.safelinks.protection.outlook.com/?url=https%3A%2F%2Frecognition.webofsciencegroup.com%2Fawards%2Fhighly-cited%2F2019%2F%3Futm_campaign%3DEM_1_Research_Smarter_Newsletter_SAR_Global_2019_December%26utm_medium%3Demail%26utm_source%3DEloqua&data=02%7C01%7Caparasur%40bus.miami.edu%7Cdbdebd654a0d4a9d926908d77e605a3a%7C2a144b72f23942d48c0e6f0f17c48e33%7C0%7C0%7C637116824597910645&sdata=Kc3z%2B7w%2FURwhV6MQmkPPKaesjbEVK1lUMkb29ic22pY%3D&reserved=0
https://clarivate.com/webofsciencegroup/campaigns/highly-cited-researchers-2019-archive/?utm_source=HCR&utm_medium=recognition_page&utm_campaign=2019
https://clarivate.com/webofsciencegroup/campaigns/highly-cited-researchers-2019-archive/?utm_source=HCR&utm_medium=recognition_page&utm_campaign=2019

3

Recognized by the American Marketing Association for “lifetime achievement and contributions to
the field of marketing,” with the naming of one of the workspaces in AMA’s new Global Support
Center in Chicago as “Parasuraman’s Grateful Room” (August 2016).

Recipient of the Bank of America Senior Faculty Research Award, School of Business
Administration, University of Miami for “sustained, outstanding, and continuing contributions to
scholarly research in the field of business and noteworthy contributions to building and maintaining
a strong research environment at SBA” (May 2016).

Inducted as a Fellow of the American Marketing Association (one of only four inductees selected for
2016: https://www.ama.org/academics/Pages/2016-AMA-Fellow-Inductees-Announced.aspx).

Appointed to the International Jury Team of experts to assist the Federal Government of the UAE in
the evaluation of different government entities as part of their “Vision 2021 Sheikh Khalifa
Government Excellence Program (2016).

Included in 2014 Clarivate Analytics Highly Cited Researchers
(https://clarivate.com/webofsciencegroup/campaigns/highly-cited-researchers-2019-
archive/?utm_source=HCR&utm medium=recognition page&utm_campaign=2019); one of eight
Marketing academics in the “Economics & Business” category, which contains a total of 95
researchers across all economics and business disciplines.

Appointed as Distinguished Visiting Professor for a second two-year term (2014-2016) at the
Faculty of Hotel & Tourism Management, Universiti Teknologi MARA (UiTM), largest public
university in Malaysia.

Appointed as an external member of the Center for Services Leadership (CSL) Faculty Network
Executive Committee at Arizona State University (December 2014).

Inducted as an Academician member of the International Academy of Quality—IAQ (January 2014).

American Marketing Association’s 2013 Gilbert A. Churchill Award [an award given by the AMA
Market Research Special Interest Group for lifetime achievement in the academic study of marketing
research].

Appointed as Honorary Guest Professor of South China University of Technology (Guangzhou,
China) for a three-year term (2013-2016).

Appointed as a Member of the Academic Committee of the Institute of Supply Chain Integration and
Service Innovation at South China University of Technology (Guangzhou, China) for a three-year
term (2013-2016).

Appointed as an external member of the Executive Steering Committee of the Center for Services
Leadership (CSL) at Arizona State University (September 2012).

Appointed as Distinguished Visiting Professor for a two-year term (2012-2014) at the Faculty of
Hotel & Tourism Management, Universiti Teknologi MARA (UiTM), largest public university in
Malaysia.


https://www.ama.org/academics/Pages/2016-AMA-Fellow-Inductees-Announced.aspx
https://clarivate.com/webofsciencegroup/campaigns/highly-cited-researchers-2019-archive/?utm_source=HCR&utm_medium=recognition_page&utm_campaign=2019
https://clarivate.com/webofsciencegroup/campaigns/highly-cited-researchers-2019-archive/?utm_source=HCR&utm_medium=recognition_page&utm_campaign=2019
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Appointed as Honorary Fellow of the METEOR Research Group, Maastricht University,
Netherlands (June 2012).

Proposal for establishing a “Global Consortium of Service Research Centers” submitted to the
Marketing Science Institute (MSI) in response to a CFP for their Ideas Challenge competition was

recognized as one of eight winning proposals out sixty-four that MSI received (2012).

American Marketing Association’s 2012 Paul D. Converse Award [an award given out once every
four years to 4-5 marketing scholars for significant contributions to the field].

Recipient of Honorary Doctorate, Maastricht University, Netherlands (January 2011).

Appointed as a member of the Advisory Board of “Custommerce,” a nonprofit organization charged
with promoting customer service excellence throughout India (2010).

Appointed as a member of the Advisory Board of the Center for Service Innovation, National
Chengchi University, Taiwan (2010).

Appointed as a member of the International Advisory Panel for the “Dubai Model for Government
Service Delivery,” commissioned by the Government of Dubai (2010).

Honored by regular MBA students as the “Best Elective Course Instructor” in their 2-year program
(May 2010).

Honored by EMBA (Management Group) students as the “Best Professor” in their 2-year program
(December 2009).

Society of Marketing Advances’ “Elsevier Distinguished Scholar Award” (November 2009).

Honored by regular MBA students as the “Best Elective Course Instructor” in their 2-year program
(May 2009).

Designated by the Center for Services Leadership (CSL) at Arizona State University as a member of
their CSL Distinguished Faculty (March 2009).

“Parasuraman Service Excellence Research Prize” — an annual research award established in
April 2008 by Hamdan Bin Mohammed e-University in Dubai to encourage pioneering research on
service quality, service excellence and service innovation by scholars in the Middle East.

Appointed as “Honorary Professor” by the Oslo School of Management, Oslo, Norway (March
2008).

Outstanding Teaching Award, School of Business Administration, University of Miami, 2007.

Designated as a member of the Scientific Committee of the Customer & Service Science Lab
(CSSlab), Bocconi University, Milan, Italy, 2007.

Designated as a Fellow of the Center for Services Leadership (CSL), Arizona State University, 2007.
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Designated as an “International Fellow of the Service Research Center (CTF)” by Karlstad
University, Karlstad, Sweden on the occasion of the CTF’s 20th anniversary on October 5, 2006.

Journal of the Academy of Marketing Science “Outstanding Reviewer Award” for 2003-2006.

Designated as one of two Senior Fellows of the Center for Excellence in Service (CES), Robert H.
Smith School of Business, University of Maryland, 2005.

Outstanding Research Award, School of Business Administration, University of Miami, 2005.
“Distinguished Alumnus Award” Indian Institute of Technology, Madras, India, 2005.

Named to the Chartered Institute of Marketing (U.K.)’s “Guru Gallery,” which profiles the 50
leading marketing thinkers, 2004.

Named “Distinguished Fellow of the Academy of Marketing Science,” 2004.

Journal of Retailing “Outstanding Reviewer Award” for 2003.

Outstanding Research Award, School of Business Administration, University of Miami, 2003.
Academy of Marketing Science’s “Outstanding Marketing Educator” Award, 2001
Outstanding Research Award, School of Business Administration, University of Miami, 2000.

Selected by students as the “Best Professor” in their two-year EMBA Program (Nassau, Bahamas),
University of Miami, 2000.

American Marketing Association’s “Career Contributions to the Services Discipline Award,” 1998
[an annual award bestowed upon one individual who has had a sustained and far-reaching impact on
the field].

Provost’s Award for Scholarly Research (university-wide award), University of Miami, 1998.

Selected by students as the “Best Professor” in their two-year EMBA Program, University of
Miami, 1998.

Selected by students as the “Best Professor” in their two-year EMBA Program, University of
Miami, 1996.

The Association of Former Students Distinguished Teaching Award, College of Business
Administration & Graduate School of Business, Texas A&M University, 1993.

Selected as one of the "Ten Most Influential Figures in Quality for 1988," by the editorial board of
The Quality Review, co-published by the American Quality Foundation and the American Society
for Quality Control.

Outstanding Research Award, College of Business Administration, Texas A&M University, 1987.
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e Business and Technology Research (BATR) Faculty Fellow, College of Business Administration,
1984 (one of two such fellows selected).

e Outstanding Research Award, College of Business Administration, Texas A&M University, 1982.

e Lieber Memorial Teaching Associate Award (for distinguished teaching among all associate
instructors, university-wide) given by Indiana University, April 1975.

e Distinguished Teaching Award (for distinguished teaching among School of Business associate
instructors) given by the School of Business, Indiana University, April 1975.

e G.P.A.0f4.0 (on a 4.0 scale) in Doctoral Program at Indiana University.
e Indiana University Academic Fellowship, 1973 - 1975.

e In the top 5% of graduating M.B.A. class in 1972.

e Hindustan Lever Limited Industrial Scholarship, 1971 - 1972.

e Government of India Merit Scholarship, 1970 - 1971.

e Obtained Bachelor of Technology degree magna cum laude.

Merit Scholarship, I.I.T., Madras, 1967 - 1968 and 1969 - 1970.
RESEARCH GRANTS
e $10,000 from the Marketing Science Institute (May 2012).

e $82,400 (Canadian $101,800 for 2009-11) from the Social Sciences and Humanities Research
Council of Canada; with Kathryn Brohman (P.1.), Gabriele Piccoli and Pat Martin (April 2009).

e $ 5000 from the Marketing Science Institute; with Elaine Henry and Joseph Johnson (November
2007).

e $81,078 (Canadian $96,146 for 2005-7) from the Social Sciences and Humanities Research Council
of Canada; with Kathryn Brohman (P.1.), Gabriele Piccoli and Richard Watson (April 2005).

e $17,155 (Singapore $ 29,153) from the University Research Committee, Nanyang Technological
University, Singapore; with Shun Yin Lam (P.1.), NTU - Singapore (October 2003).

e $12,500 from the Marketing Science Institute; with Rick Watson, Kathryn Brohman and Gabriele
Piccoli (May 2001).

e $18,000 from the Marketing Science Institute; with Valarie Zeithaml and Arvind Malhotra (August
2000).
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$10,000 from the Marketing Science Institute; with Valarie Zeithaml and Arvind Malhotra
(December 1999).

$6,900 from the Marketing Science Institute; with Glenn Voss (April 1993).
$20,000 from Bell-Northern Research Inc. (May 1992).

$34,000 from the Marketing Science Institute; with Valarie Zeithaml and Len Berry (September
1991).

$10,000 from Bell-Northern Research Inc. (April 1991).

$60,000 from the Marketing Science Institute; with Valarie Zeithaml and Len Berry (May 1989).
$33,000 from PHH Corporation; with Len Berry and Jeff Conant (October 1988).

$27,560 from GTE-Southwest (April 1988).

$30,000 from the Marketing Science Institute; with Valarie Zeithaml and Len Berry (August 1986).
$12,000 from the Texas A&M Center for Retailing Studies; with George Lucas (May 1986).

$6,940 from the Texas A&M University CBA Research Committee (July 1985).

$21,000 from the Marketing Science Institute; with Valarie Zeithaml and Len Berry (July 1984).
$7,500 from the Marketing Science Institute; with Valarie Zeithaml and Len Berry (February 1983).
$5,366 from the Texas A&M University CBA Research Committee (April 1983).

$6,130 from the Texas A&M University CBA Research Committee; with Valarie Zeithaml and Len
Berry (April 1982).

$450 from the Texas A&M University Mini-Grant Committee (February 1981).
$3,750 from the Texas A&M University CBA Research Committee (May 1980).
$400 from the Texas A&M University Mini-Grant Committee (February 13, 1980).
$1,380 from the Texas A&M University CBA Research Committee (October 1979).

$500 from the Graduate College, University of Northern lowa; with Leigh Lawton (Spring 1978).

RESEARCH INTERESTS

Services Marketing

Service Quality Measurement



e Role of Technology in Customer Service
e  Marketing Research Methodology/Model Building
e Business-to-Business Marketing

e  Marketing Management and Strategy

COURSES TAUGHT

Doctoral Level:

Theory of Research in Marketing

Master's Level:
Services Marketing
Strategic Marketing
Marketing Research
Marketing Management

Quantitative Tools for Decision Making

Bachelor's Level:
Marketing Research
Marketing Management
Industrial Marketing
Principles of Marketing
Consumer Behavior
Marketing Channels

DOCTORAL DISSERTATION COMMITTEES

George Wynn (Marketing)

R. Viswanathan (Marketing)
Elizabeth Ensley (Marketing)
Ralph Jackson (Marketing)
Michael Bowers (Marketing)
Sandy Hart (Marketing)
Larry O'Neal (Marketing)
Jeff Sager (Marketing)
Charles Martin (Marketing)
Mark Johnston (Marketing)
John Bowen (Marketing)
Terry Clark (Marketing)
Daryl McKee (Marketing)
Seoho Um (Rec. & Parks)
Mark Havitz (Rec. & Parks)
Marlene Kahla (Marketing)
Sheila Backman (Rec. & Parks)
Dan Rajaratnam (Marketing)
Karim Shaikh (Marketing)
Farquema Sirleaf (Indus. Ed.)

Member
Member
Member
Member
Member
Member
Member
Member
Member
Member
Chairperson
Member
Member
Member
Member
Member
Member
Chairperson
Member
Grad. Council Rep.

Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated
Graduated

1982
1983
1984
1985
1985
1985
1986
1986
1986
1986
1986
1987
1987
1987
1987
1988
1988
1989
1989
1989
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Julie Baker (Marketing) Chairperson Graduated 1990
Ian Reid (Rec. & Parks) Member Graduated 1990
Kristen Standage (Indus. Ed.) Grad. Council Rep. Graduated 1991
Linda Bouck (Indus. Ed.) Grad. Council Rep. Graduated 1992
Yong Kwan Kim (Rec. & Parks) Member Graduated 1992
Linda Ralston (Rec. & Parks) Member Graduated 1993
Gail Zank (Marketing) Member Graduated 1993
Jacquelyn Warwick (Marketing) Member Graduated 1993
William Powers (History) Grad. Council Rep. Graduated 1993
Sheila Jones (Marketing) Chairperson Graduated 1993
Glenn Voss (Marketing) Chairperson Graduated 1994
Irfan Ahmed (Marketing) Co-Chairperson Graduated 1996
Hyunhwan “Aiden” Lee Member Graduated 2020

OTHER COMMITTEE ASSIGNMENTS

e Member, Promotion & Tenure Advisory Committee, School of Business Administration, University
of Miami (2016-2019).

e  Member, School Council, School of Business Administration, University of Miami (2016-2017).

e  Member, International Advisory Council (IAC) of the UM Center for International Business
Education and Research (CIBER) (2012-2019).

e  Member, Academic Personnel Board, University of Miami (2011-2012).

e  Member, Faculty Development and Support Task Force, School of Business Administration,
University of Miami (2011-2012).

e  Member, Promotion & Tenure Advisory Committee, School of Business Administration, University
of Miami (2006-2008).

e  Member, Academic Personnel Board, University of Miami (2003-2004).
e  Member, Research Council, University of Miami (1997-2000).

e  Member, Promotion & Tenure Advisory Committee, School of Business Administration, University
of Miami (1995-2003).

e  Member, School Council, School of Business Administration, University of Miami (1994-1996).
e  Member, Diversity Task Force, College of Business Administration (1992 - 1994).

e Member, Texas A&M TQM Proposal (for IBM competition) Committee (1991 - 1992).

e  Member, College of Business Administration CED Review Committee (1991 - 1992).

e  Member, College of Business Administration Promotion and Tenure Advisory Committee
(1989-1991).
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e  Member, Center for International Business Studies Research Committee (1989 - 1994).

e  Member, College of Business Administration Master's Graduate Instruction Committee (1981
-1991).

e Member, Ad Hoc Recruiting Committee, Marketing Department (1988 - 1994).
e  Member, Faculty Committee of the Center for Retailing Studies (1982 - 1994).
e  Chairman, Research Committee of the Center for Retailing Studies (1982-1991).

e  Member, College of Business Administration Advisory Committee on International Faculty
Recruiting (1987-1989).

e  Member, College of Business Administration Dean Search Committee (1986-1987).

e  Chairman, Marketing Department Head Search Committee (1985-1986).

e  Member, Marketing Department Head Search Committee (1984-1985).

e  Member, College of Business Administration Faculty Advisory Committee (1980-1983).

e Chairman, Ad Hoc Travel Task Force, Marketing Department (1983-1984).

e Coordinator of the marketing area, School of Business, University of Northern lowa (1978-1979).
e Member, Ad Hoc Policy Committee, School of Business, University of Northern lowa (1977).

e Faculty Advisor to the student Marketing Club, University of Northern lowa (1977-1979).
EDITORIAL/REVIEWING RESPONSIBILITIES

e Editor, Journal of Service Research, (June 1, 2005 — May 31, 2009).

e Editor, Journal of the Academy of Marketing Science (June 1, 1997-May 31, 2000).

e  Member of the Editorial Review Board of:

Academy of Marketing Science Review (June 2015-June 2019)

Journal of Service Research (June 1997-June 2005; June 2009-present)

Journal of Service Theory & Practice [formerly MSQ] (July 2013-present)

Journal of Retailing (Jan. 1992- May 2015; Advisory Board: June 2015-present)
International Journal of Research in Marketing (May 2015-October 2019)

Journal of Service Management [formerly IJSIM] (Nov. 1994-present)

Journal of Interactive Marketing (Sept. 2002- June 2018)

International Journal of Advanced Media and Communication (Sept. 2002- Aug. 2019)
International Journal of Internet Marketing and Advertising (Sept. 2003- Aug. 2019)
European Business Review (Jan. 2006- Aug. 2019)
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International Journal of Contemporary Hospitality Management (June 2007- Aug. 2019)
Journal of Marketing (Sept. 1988-Oct. 2016)

Journal of the Academy of Marketing Science (March 1996-May 1997; June 2000-May 2014)
Vikalpa: The Journal for Decision Makers (Nov. 2000-May 2003)

Journal of the ESIC-Market (June 2007-May 2012)

Journal of Personal Selling and Sales Management (July 1996-June 2002)

Singapore Nanyang Business Review (Jan. 2002-Dec. 2005)

Ad hoc reviewer for:

Journal of Marketing Research (1987-2019)

Journal of Marketing (1984-1988)

Journal of the Academy of Marketing Science (1984-1996)
Journal of Retailing (1988-1991)

Marketing Science (2002)

Journal of Personal Selling and Sales Management (1990)
Business Horizons (1983, 1984)

Decision Sciences (1986)

Asia-Pacific Journal of Management (1987)

Journal of Public Policy and Marketing (1988, 1991)
Academy of Management Journal (1991)

Production and Operations Management: An International Journal (1991)
Organizational Dynamics (1992)

Management Science (1993)

Journal of International Consumer Marketing (1993)
Marketing Letters (2007)

Sloan Management Review (1997)

Guest Associate Editor for Journal of Marketing Research (2012-2016)

Reviewed papers for:

MSI's Clayton Doctoral Dissertation Proposal Competition (1994- 2016)
John A. Howard Dissertation Competition (2007-2010)

AMA Services Marketing Conference (1985, 1986, 1987, 1988, 1991)
AMA Educators' Conference (1983, 1985, 1987, 1988, 1991-1993)
AMA Winter Marketing Conference (1987, 1993)

AMS Annual Conference (1994)

International Research Seminar in Marketing — France (1988)

DSI National Conference (1981, 1982, 1985)

AMA Theory Conference (1980)

Southern Marketing Association Conference (1980)

Judge for AMA Doctoral Dissertation Competition (1991, 1993, 1999-2003)

OTHER PROFESSIONAL/SERVICE ACTIVITIES

Member of the Advisory Board for the 2016 SERVSIG Research Conference, sponsored by the
American Marketing Association and the Service Science Factory-Maastricht University, held in
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Maastricht, Netherlands (June 2016).

Member of the Conference Committee, Twenty-Fourth Annual Frontiers in Service Conference
2015, sponsored by the American Marketing Association, INFORMS, Center for Excellence in
Service (University of Maryland) and IBM, Cisco Systems, the Lucas Graduate School of Business
at San José State University and the International Society of Service Innovation Professionals, held
in San Jose, California (July 2015).

Co-Chair, Twenty-Third Annual Frontiers in Service Conference 2014, sponsored by the
American Marketing Association, INFORMS, Center for Excellence in Service (University of
Maryland), University of Miami, UM-CIBER, IBM, held at the University of Miami, Coral Gables
(June 2014).

Co-Chair, Twenty-Second Annual Frontiers in Service Conference 2013, sponsored by the
American Marketing Association, INFORMS, Center for Excellence in Service (University of
Maryland), National Science Council of Taiwan, and IBM, held in Taipei, Taiwan (July 2013).

Member, Scientific Committee of the 12 International QUIS (Quality in Services) Conference
(held in June 2011 in Ithaca, NY).

Member, Scientific Committee of the 2011 International Conference on System Engineering and
Modeling (ICSEM 2011), Mumbai, India

Chair, “Meet the Editors” session, 2008 Society for Marketing Advances (SMA) Conference, St.
Petersburg, FL (Nov. 2008).

Co-Chair, Thirteenth Annual Frontiers in Service Conference 2004, sponsored by the American
Marketing Association, Center for Excellence in Service (University of Maryland) and University
of Miami, held at the University of Miami, Coral Gables (October 2004).

Member, Board of Governors of The Academy of Marketing Science (elected position; two terms:
1996-2008).

VP for Publications (elected position), The Academy of Marketing Science (2000-2002).

Co-Chair, Special Conference on Marketing to and Serving Customers through the Internet:
Conceptual Frameworks, Practical Insights, and Research Directions, sponsored jointly by the
Marketing Science Institute and the Journal of the Academy of Marketing Science, held in Boca
Raton, FL (December 2001).

Co-Chair, AMA’s Sheth-Foundation Doctoral Consortium, hosted by the University of Miami (June
2001).

Chair, Service Delivery and Distribution track of the Eric Langeard International Research
Seminar in Service Management, La Londe les Maures, France (June 2000).

Member, Advisory Board of COPERNICUS: The Marketing Investment Strategy Group, a major
marketing consulting company (1995-present).
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e  Co-Chair, Special Conference on Serving Customers and Consumers Effectively in the 21*
Century: Emerging Issues and Solutions, sponsored jointly by the Marketing Science Institute and
the Journal of the Academy of Marketing Science (December 1998).

e  Co-Chair, Marketing at the Point of Customer Contact Track, 1997 AMA Winter Educators'
Conference.

e Chairman, Services Sector Track, 1996 Research Conference on Relationship Marketing.

e  Co-Chair, Services Marketing Track, 1995 Academy of Marketing Science Conference.

e Faculty Associate, Center for Services Marketing, Vanderbilt University (1993-1996).

e  Member, Marketing Science Institute's Services Steering Group (1991 - 1995).

e President, North American Society for Marketing Education in India [NASMEI] (1994-1995).

e Overall Program Co-Chair, AMA's Summer Educators' Conference, Washington, D.C. (August
1990).

e Vice President-Membership, Southwestern Marketing Association (1987 - 1989).
e Overall Program Chairman, 1987 Southwestern Marketing Association Conference.

e Chairman, Marketing Management and Strategy Track, 1985 Southwestern Marketing Association
Conference.

e  Co-Chaired (with Bill Pride) an AMA-sponsored workshop on the "Marketing Concept" held on the
Texas A&M campus (Spring 1983).

TEACHING IN EXECUTIVE DEVELOPMENT PROGRAMS

e Seminars on Service Quality, Executive Development Programs, Miami Business School,
University of Miami (1996-2019).

e Seminar on Customer Service, Tata Management Training Centre, Pune, India (1996).
e Seminar on Survey Methodologies, Institute of Banking Studies, Kuwait (1996).

e Delivering Quality Service Seminar, Hong Kong Polytechnic (1994).

e Service Quality for Regional Managers, Institute of Banking Studies, Kuwait (1993).
e Service Quality Seminar, Singapore Institute of Management (1992).

e Executive Development Program, CED, University of Houston (1992).

e Improving Service in Retailing, First Annual Sponsors-Only Seminar, Center for Retailing Studies,
Texas A&M University (1992).
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e Services Marketing Program, University of Cape Town, South Africa (1991).

e Achieving Services Marketing Excellence, Indian Institute of Management, Bangalore, India
(1991).

e Service: The Competitive Edge, Service Marketing Program, University of Toronto (1990).

e Services Marketing Institute Program, First Interstate Center for Services Marketing, Arizona State
University (1988-1996).

e USAF Recreation Directors' Workshop, Texas A&M University (1988, 1989).
e  The Southland Corporation Advanced Marketing Program, University of Texas at Austin (1987).

e Industrial Marketing Seminar, Center for Executive Development, Texas A&M University (1980,
1981).

CONSULTING EXPERIENCE

Have done consulting and/or conducted seminars for a number of firms such as Advance Consultora
(Ecuador), Airgas, Inc., AerOasis (Colombia), ALFA Corporativo (Mexico), AMSCO Engineering
Service, Association of Research Libraries, AT&T, Avon Products, ANZ Bank (Australia), Arthur D.
Little, Inc., Bank of Boston, Bell Communications Research (BELLCORE), BellSouth Services, Best
Buy, Birla Group (India), Blackstone/MarketFacts (India), CapitalOne, Compaq, Coopers &
Lybrand-Galgano (Spain), Copernicus, Corning, Inc., Du Pont, Elanco Products, Flipkart (India),
Galgano Consulting (Italy), Godrej & Boyce (India), GTE, IBM-Canada, IM&C International (Brazil),
IMEDIA (India), Institute of Banking Studies (Kuwait), John Hancock Mutual Life Insurance Company,
McDonald’s, MemberTrends Market Research, Metropolitan Life Insurance Company, PACCAR, Inc.,
Proudfoot (South Africa), PQM Consultants (Indonesia), Quest Consulting (Malaysia), Rockbridge
Associates, Inc., Services Marketing Group - OY (Finland), Service Quality Centre (Singapore), Service
Quality Management (South Africa), Social Security Administration, Southwestern Bell, and Sintec
Consultores (Mexico).
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12-40. Honorable Mention Award for best paper in the Journal of Retailing in 1988.

Berry, L.L., A. Parasuraman, and V.A. Zeithaml, "The Service Quality Puzzle," Business
Horizons, September-October 1988, pp. 35-43; reprinted in G. Clark, Managing Service Quality:
An IFS Executive Briefing, IFS Publications, 1990.

Parasuraman, A. and P. Varadarajan, "Robustness of Ordinal Measures of Competitive Strategy
Variables in Regression Models: A Study of PIMS Capital Goods Businesses," Journal of
Business Research, Vol. 17, 1988, pp. 101-113.

Zeithaml, V.A., L.L. Berry, and A. Parasuraman, "Communication and Control Processes in
the Delivery of Service Quality," Journal of Marketing, April 1988, pp. 35-48; reprinted in C.H.
Lovelock, Services Marketing, Second Edition, Englewood Cliffs, New Jersey: Prentice Hall,
1991.

Johnston, M.W._, A. Parasuraman, C.M. Futrell, and Jeff Sager, "The Role of Performance and
Job Satisfaction on Salesforce Turnover: A Replication and Extension," Journal of Business
Research, Vol. 16, No. 1, January 1988, pp. 67-83.

Lucas, G.H., A. Parasuraman, R.A. Davis, and B.M. Enis, "An Empirical Study of Sales Force
Turnover," Journal of Marketing, July 1987, pp. 34 - 59.

Varadarajan, P.R. and A. Parasuraman, "Anticipated Changes in Strategic Market Plans: A
Survey of U.S. Firms," Business, Vol. 37, No. 2, April-May-June 1987, pp. 21-29.

Parasuraman, A., "Customer-Oriented Corporate Cultures Are Crucial to Services Marketing
Success," Journal of Services Marketing, Summer 1987, pp. 39-46.

Jackson, R.W., and A. Parasuraman, "The Yellow Pages as an Advertising Tool for Small
Businesses," American Journal of Small Business, Vol. 10, No. 4, Spring 1986, pp. 29 - 35.

Fry, L.W., C.M. Futrell, A. Parasuraman, and M. Chmielewski, "An Analysis of Alternative
Causal Models of Salesperson Role Perceptions and Work-Related Attitudes," Journal of
Marketing Research, May 1986, pp. 153-163.

Parasuraman, A. and S.W. McDaniel, "Selling Research Services to Small Businesses:
Problems and Prospects," Journal of Professional Services Marketing, Vol. 1, No. 4, Summer
1986, pp. 9-17.

McDaniel, S.W. and A. Parasuraman, "Small Business Experience with and Attitudes toward
Formal Marketing Research," American Journal of Small Business, Vol. 9, No. 4, Spring 1985,

pp. 1-6.

McDaniel, S.W. and A. Parasuraman, "Practical Guidelines for Small Business Marketing
Research," Journal of Small Business Management, Vol. 24, No. 1, January 1986, pp. 1-8.

Deshpande, R. and A. Parasuraman, "Linking Corporate Culture to Strategic Planning,"
Business Horizons, May-June 1986, pp. 28-37; reprinted in Management Review, October
1986, pp. 3-13.
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98. Bush, A.J. and A. Parasuraman, "The Impact of the Interviewing Environment on Survey
Response: Mall Intercept versus Telephone Interviewing Environment," Journal of Advertising
Research, April-May 1985, pp. 36-43.

99. Parasuraman, A., V.A. Zeithaml, and L.L. Berry, "A Conceptual Model of Service Quality and
Its Implications for Future Research," Journal of Marketing, Fall 1985, pp. 41-50; reprinted in
John E.G. Bateson, Managing Services Marketing, Chicago: The Dryden Press, 1989.

100. Berry, L.L., A. Parasuraman, and V.A. Zeithaml, "Synchronizing Demand and Supply
in Service Businesses," Business, October-December 1984, pp. 35-37.

101.Berry, L.L., V.A. Zeithaml, and A. Parasuraman, "Quality Counts in Services, Too," Business
Horizons, May-June 1985, pp. 44-52; reprinted in C.H. Lovelock, Managing Services
Marketing, Operations, and Human Resources, Englewood Cliffs, NJ, 1988; and in G. Clark,
Managing Service Quality: An IFS Executive Briefing, IFS Publications, 1990.

102.Bush, A.J. and A. Parasuraman, "A Self-Disclosure Approach to Assessing Response Quality
in Mall Intercept and Telephone Surveys," Psychology and Marketing, Fall 1984.

103. Parasuraman, A., and P. Varadarajan, "More on Marketing Strategy and Differential
Advantage," Journal of Marketing, Spring 1985, pp. 124-128.

104. Zeithaml, V.A., A. Parasuraman, and L.L. Berry, "Problems and Strategies in Services
Marketing," Journal of Marketing, Spring 1985, pp. 33-46; reprinted in John E.G. Bateson,
Managing Services Marketing, Chicago: The Dryden Press, 1989.

105. Parasuraman, A., and Mike Bowers, "Purchasing Professionals’ Propensity to Leave the
Purchasing Field," Journal of Purchasing and Materials Management, Fall 1983, pp. 22-26.

106.McDaniel, S.W., C.M. Futrell, and A. Parasuraman, "Social Power Bases of Marketing
Executives: The Relationship with Organizational Climate," Journal of Business Research, Vol.
13, No.1, February 1985, pp. 77-85. This paper won the distinguished paper award at the
1983 Southwestern Marketing Association Meeting.

107. Parasuraman, A., "Customer-Oriented Purchasing Systems," Business Forum, Spring 1984, pp.
24-27.

108.Hise, R.T., A. Parasuraman, and R. Viswanathan, "Product Elimination: The Neglected
Strategic Product Management Responsibility," Journal of Business Strategy, Vol. 4, No. 4,
Spring 1984, pp. 56-63.

109. Futrell, C.M. and A. Parasuraman, "The Relationship of Satisfaction and Performance to Sales
Force Turnover," Journal of Marketing, Fall 1984, pp. 33-40.

110. Parasuraman, A., L.L. Berry, and V.A. Zeithaml, "Service Firms Need Marketing Skills,"
Business Horizons, Nov.-Dec. 1983, pp. 28-31.

111.Parasuraman, A., "Marketing-Orientation of Industrial vs. Consumer Goods Firms," Akron
Business and Economic Review, Summer 1983, pp. 41-44.
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112. Futrell, C.M., A. Parasuraman, and Jeff Sager, "Sales Force Evaluation with Expectancy
Theory," Industrial Marketing Management, Vol. 12, 1983, pp. 125-129.

113. Parasuraman, A., "Debranding: A Product Strategy With Profit Potential," Journal of Business
Strategy, Summer 1983, pp. 82-87.

114. Parasuraman, A., "The Marketing Concept Can Aid, Not Erode, Business Efficiency," Business
Forum, Fall 1982, pp. 16-18; reprinted in L.K. Moore and D.L. Plung, eds. Marketing
Technical Ideas and Products Successfully, N.Y.: IEEE Press, 1985, pp. 33-35.

115. Parasuraman, A., "A Study of Techniques Used and Clients Served by Marketing Research
Firms," European Research, Vol. 10, No. 4, Oct. 1982, pp. 177-185.

116. Parasuraman, A. and Linda Zeren, "R&D's Relationship with Profits and Sales: A Longitudinal
Study," Research Management, Vol. 26, No. 1, Jan.-Feb. 1983, pp. 25-28; abstracted in The
Wharton Annual.

117.Parasuraman, A. and C.M. Futrell, "Demographics, Job Satisfaction and Propensity to Leave of
Industrial Salesman," Journal of Business Research, Vol. 11, 1983, pp. 33-48.

118. Parasuraman, A., "Research's Place in the Marketing Budget," Business Horizons, March-April
1983, pp. 25-29; reprinted in A.C. Burns and D.W. Cravens, eds. Readings and Cases in
Marketing Management, Homewood, IL: Irwin, 1987, pp. 397 - 343.

119. Parasuraman, A., "More on the Prediction of Mail Survey Response Rates," Journal of
Marketing Research, Vol. 19, May 1982, pp. 261-268.

120. Parasuraman, A.,"A Study of the Role Clarity and Job Satisfaction of Purchasing
Professionals," Journal of Purchasing and Materials Management, Vol. 17, No. 3, 1981, pp. 2-7.

121.Lawton, Leigh and A. Parasuraman, "The Role of R&D and Marketing Research in New
Product Planning," Akron Business and Economic Review, Vol. 12, No. 4, Winter 1981, pp.
17-20.

122. Parasuraman, A., "The Relative Importance of Industrial Promotional Tools," Industrial
Marketing Management, Vol. 10, 1981, pp. 277-281.

123. Parasuraman, A., "An Approach for Allocating Sales Call Effort," Industrial Marketing
Management, Vol. 19, May 1982, pp. 261-268.

124. Parasuraman, A., "Commercial Marketing Researchers' Evaluations of Academic Journals and
Marketing Research Education," Journal of Marketing Education, Fall 1981, pp. 52-58.

125.Parasuraman, A. and C.M. Futrell, "Executives' Views about Energy Conservation: Problems
and Prospects," Journal of Energy and Development, Vol. 6, No. 2, Spring 1981, pp. 225-231.

126. Parasuraman, A., "Use of Computers in Purchasing: An Empirical Study," Journal of
Purchasing and Materials Management, Vol. 17, No. 1, Spring 1981, pp. 10-14.
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127.Parasuraman, A., "Characteristics of Firms with and without Formal Vendor
Evaluation Systems: Implications for Institutional Buyers and Sellers," Akron Business and
Economic Review, Vol. 12, No. 1, Spring 1981, pp. 30-34.

128. Parasuraman, A., "Assessing the Worth of Business Simulation Games: Problems and
Prospects," Simulation and Games, Vol. 12, No. 2, June 1981, pp. 189-200.

129. Futrell, C.M. and A. Parasuraman, "Impact of Clarity of Goals and Role Perceptions on Job
Satisfaction," Perceptual and Motor Skills, Vol. 52, 1981, pp. 27-32.

130. Lawton, Leigh and A. Parasuraman, "So You Want Your New Product Planning to be
Productive?" Business Horizons, December 1980, pp. 29-34.

131.Parasuraman, A., "Hang On to the Marketing Concept," Business Horizons,
September-October 1981, pp. 38-40.

132. Parasuraman, A., "Social Acceptance of Children's Commercials on Television: Some
Suggestions for Marketers," Baylor Business Studies, Vol. 14, No. 6, Sept. 1980, pp. 29-39.

133. Parasuraman, A., "Vendor Segmentation: An Additional Level of Market Segmentation,"
Industrial Marketing Management, Vol. 9, No. 1, February 1980, pp. 59-62.

134. Lawton, Leigh and A. Parasuraman, "The Impact of the Marketing Concept on New Product
Planning," Journal of Marketing, Vol. 44, No. 1, Winter 1980, pp. 19-25.

135. Parasuraman, A., "Marketing Research by a Small Industrial Firm: A Case Study," Industrial
Marketing Management, Vol. 7, No. 4, 1978, pp. 238 -242.

136. Parasuraman, A. and R.L. Day, "A Management-Oriented Model for Allocating Sales Effort,"
Journal of Marketing Research, Vol. 14, No. 1, February 1977, pp. 22-33.

137. Parasuraman, A., "Assigning Salesmen to Sales Territories: Some Practical Guidelines,"
Industrial Marketing Management, Vol. 4, No. 6, 1975, pp. 335-341.

PAPERS PRESENTED/PUBLISHED IN PROCEEDINGS

1. Parasuraman, A., “From Industry 4.0 & Curriculum 4.0 to Faculty 4.0 & Admin 4.0: Some
Personal Reflections,” invited plenary presentation at the International Conclave on Learning
Ecosystems, Bangalore, India (February 2020).

2. Parasuraman, A., “Reflections on Doing Programmatic Research and Publication Strategies for
Making Impactful Contributions,” invited research workshop at the 8th AIM-AMA Sheth
Foundation Doctoral Consortium, New Delhi, India (January 2020).

3. Parasuraman, A., “Hot Topics and Opportunities for Advancing Knowledge in the Service
Domain” invited research presentation at the 8th AIM-AMA Sheth Foundation Doctoral
Consortium, New Delhi, India (January 2020).

4. Parasuraman, A., “SERVQUAL, E-S-QUAL and TRI/TRI 2.0: Scale-Development Insights and
Impact in the Service Domain,” invited research presentation at the 8th AIM-AMA Sheth
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Foundation Doctoral Consortium, New Delhi, India (January 2020).

Charles L. Colby, Sunil Mithas and A. Parasuraman, “Service Robots: Trends in Acceptance
and Factors behind Readiness to Adopt” competitive-paper presentation at the 28" Annual
Frontiers in Service Conference, Singapore (July 2019).

Parasuraman, A., “Winning through Service Excellence...In an Increasingly Technology-
Dominated Era,” invited keynote address at the International Marketing Conference, Manipal,
India (April 2019).

Parasuraman, A., “Personal Reflections on Publication Strategies for Budding Scholars,” invited
presentation at the 7" AIM-AMA Sheth Foundation Doctoral Consortium, Ahmedabad, India
(January 2019).

Parasuraman, A., “Understanding the Role of Technology,” invited special-session presentation
on “Future of Service Research: Opportunities, Challenges, & Strategies,” at the 2018 AMA
Summer Educators’ Conference, Boston, MA (August 2018).

Parasuraman, A., “Impact of Doing Programmatic Research in — and Current Priority Topics for
— Advancing the Service Field,” invited presentation at the 6" AIM-AMA Sheth Foundation
Doctoral Consortium, Bangalore, India (January 2018).

Parasuraman, A., “Some Reflections on the Importance and Potential Impact of Doing
Programmatic Research,” invited presentation at the Society of Marketing Advances’ 29" Annual
Doctoral Consortium, Louisville, KY (November 2017).

Parasuraman, A., “The New Face of Quality Management in an Era of Rapid Technology-
Service Convergence,” invited panel-session presentation at the 2" World Quality Forum,
sponsored by the International Academy for Quality, Bled, Slovenia (October 2017).

Parasuraman, A., “Reflections on Great Service Leaders — Some Food for Further Thought,”
invited plenary-panel presentation at the 26" Annual Frontiers in Service Conference, New York,
(June 2017).

Charles L. Colby, Sunil Mithas and A. Parasuraman, “The Role of Digitally Rich Experiences in
Satisfying Service Customers” competitive-paper presentation at the 26™ Annual Frontiers in
Service Conference, New York (June 2017).

Parasuraman, A., “Augmenting the Organizational Frontlines Research Agenda,” invited
presentation at the 3rd Annual Organizational Frontlines Research (OFR) Symposium, Winter
AMA Conference, Orlando (February 2017).

Parasuraman, A., “Technology—Service Convergence: Implications for Effective Customer
Experience Management,” invited keynote address delivered at the 12th Global Marketing
Conference on New Age Customer Centric Marketing, Mumbai, India (February 2017).

Parasuraman, A., “Evolution and Impact of the GAPS Model and SERVQUAL: Implications for
Researchers,” invited keynote address delivered at the International Conference on Advanced
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Marketing, Colombo, Sri Lanka (January 2017).

Parasuraman, A., “Research Priorities and Opportunities for Advancing Knowledge in the
Service Domain,” invited presentation at the AIM-AMA Sheth Foundation Doctoral Consortium,
Mumbai, India (January 2017).

A. Parasuraman, “Contemporary Methodologies for Service Research,” invited plenary-panel
discussion involving past editors and the editor-designate of the Journal of Service Research, 5th
Annual “Let’s Talk About Service” [LTAS] Workshop, New York (December 2016).

Vamsi Kanuri and A. Parasuraman, “Toward a Typology of Service Transition Strategies,”
competitive-paper presentation at the 25™ Annual Frontiers in Services Conference, Bergen,
Norway (June 2016).

Charles L. Colby, Sunil Mithas and A. Parasuraman, “Service Robotics: How Ready are
Consumers to Adopt and What Drives Acceptance?” competitive-paper presentation at the 25
Annual Frontiers in Services Conference, Bergen, Norway (June 2016).

Parasuraman, A., “Technology—Service Convergence: Implications for Effective Customer
Experience Management,” invited keynote address delivered at the 3 International
Communication Management Conference (ICMC2016), MICA, Ahmedabad, India (Feb. 2016).

Parasuraman, A., “Advancing the Service Field: Current Priority Topics and Research
Imperatives,” invited presentation at the AIM-AMA Sheth Foundation Doctoral Consortium, New
Delhi, India (January 2016).

Parasuraman, A., “Some Reflections on My Career and Making Significant Contributions
through Programmatic Research,” invited keynote address at the International Conference on
Innovation and Case Research Workshop, Management Development Institute (MDI), Gurgaon,
Delhi, India (January 2016).

Parasuraman, A. “Advancing the Service Field: Current Priority Topics and Research
Imperatives,” invited presentation at the 9" Annual NASMEI International Research Conference,
Great Lakes, Chennai (December 2015).

Parasuraman, A. and Lia Patricio, “Service Research Priorities in a Rapidly Changing Context,”
invited keynote address delivered at the 4™ Annual “Let’s Talk About Service” [LTAS]
Workshop, Namur, Beligum (December 2015).

Parasuraman, A., “Some Reflections on My Career and Making Significant Contributions
through Programmatic Research,” invited presentation at the Society of Marketing Advances’ 27
Annual Doctoral Consortium, San Antonio, TX (November 2015).

Parasuraman, A., “The Quality-Productivity Link,” invited panel-session presentation at the
World Quality Forum, sponsored by the International Academy for Quality, Budapest, Hungary
(October 2015).

Parasuraman, A., “Creating Impact through Teaching and Service,” invited presentation at 229
Annual SERVSIG Doctoral Consortium, 2015 Frontiers in Service Conference, San Jose, CA
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(July 2015).

R. Krishnan and A. Parasuraman, “Value-Creation in B2B Markets: An ‘Ecosystem’
Perspective,” competitive-paper presentation at the 14th International Research Symposium on
Service Excellence in Management (QUIS 14), Shanghai, China (June 2015).

Parasuraman, A., “Global Service Research Collaboration,” invited presentation at
QUIS14/AMA-SERVSIG Plenary Panel Session, CEIBS, Shanghai, China (June 2015).

Parasuraman, A., “Importance of Doing Programmatic Research,” invited presentation at
QUIS14/AMA-SERVSIG Doctoral Consortium, Fudan University, Shanghai, China (June 2015).

Parasuraman, A., “Service Quality—Conceptualization, Measurement & Link to Productivity,”
invited 2015 distinguished lecture in the W.L. Gore Lecture Series in Management Science,
University of Delaware (April 2015)—nhttp://www.lerner.udel.edu/wl-gore-lecture-series-
management-science.

Parasuraman, A., “Importance and Potential Impact of Doing Programmatic Service Research,”
invited presentation at the AIM-AMA Sheth Foundation Doctoral Consortium, Dubai, UAE
(January 2015).

Parasuraman, A., “Importance and Potential Impact of Doing Programmatic Research,” invited
opening presentation at the Society of Marketing Advances’ 26™ Annual Doctoral Consortium,
New Orleans, LA (November 2014).

Parasuraman, A., “‘Global Consortium of Service Research Centers’ Initiative: Overview and
Key Insights” invited opening presentation at the International Network of Service Researchers
Meeting organized by the Service Research Center [CTF], Karlstad University, Karlstad, Sweden
(September 2014).

Parasuraman, A., “Designing Superior Services by Capitalizing on the Convergence of Service
Quality, Productivity and Innovation,” invited keynote presentation at the First International
Conference on Quality Engineering & Management, Guimaraes, Portugal (September 2014).

Parasuraman, A., “Service Excellence: Conventional Beliefs vs. Research-Based Insights,”
invited keynote address at the Second International Hospitality & Tourism Conference, Penang,
Malaysia (September 2014).

Parasuraman, A., L. Aksoy, J. Ball, and T. Keiningham, “Delight Me: Understanding the
Definition, Drivers and Outcomes of Customer Delight,” competitive-paper presentation at the
23" Annual Frontiers in Services Conference, Miami, FL (June 2014).

Ordanini, A., A. Parasuraman, and L. Colm, “When Service Customers Do Not Consume in
Isolation: A Conceptual Framework of Customers’ Interdependent Behavior,” competitive-paper
presentation at the 23" Annual Frontiers in Services Conference, Miami, FL (June 2014).

Parasuraman, A., “IAQ Introductory Presentation,” invited research-overview presentation at
the annual meeting of the International Academy of Quality, Gothenburg, Sweden (June 2014).
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Parasuraman, A., “A Framework for Understanding, Evaluating and Improving Service Quality:
Implications for Managing Transit Systems,” invited presentation at the Second Conference on
Sustainable Urban Mobility, Volos, Greece (May 2014).

Parasuraman, A., “Customer Delight,” invited presentation at the AMA Winter Educators’
Conference, Orlando, FL (February 2014).

Parasuraman, A., “Ubiquitous Marketing: Unwired Consumers...... Rewriting Rulebooks,”
keynote address delivered at the 9" Annual SIMSR Global Marketing Conference, held in
Mumbai, India (January 2014).

Parasuraman, A., “Importance and Impact of Doing Programmatic Research,” invited opening
presentation at the Society of Marketing Advances’ 25" Annual Doctoral Consortium, Hilton
Head, SC (October 2013).

Colby, C.L. and A. Parasuraman, “Technology Readiness Index 2.0: Revising a Scale to Reflect
a Changing Services Technology Landscape,” competitive-paper presentation at the 13th
International Research Symposium on Service Excellence in Management (QUIS 13), Karlstad,
Sweden (June 2013).

Parasuraman, A., “Customer Delight—More Confusion than Clarity?” plenary-session
presentation at the 22" Annual Frontiers in Services Conference, Taipei, Taiwan (July 2013).

Ordanini, A. and A. Parasuraman, “When Service Customers Do Not Consume in Isolation: A
Conceptual Framework of Customers’ Interdependent Behavior,” competitive-paper presentation
at the 13th International Research Symposium on Service Excellence in Management (QUIS 13),
Karlstad, Sweden (June 2013).

Parasuraman, A., “Service Innovation and Design in the Context of Technology-Mediated
Services,” plenary-session presentation at the 13™ International Research Symposium on Service
Excellence in Management (QUIS 13), Karlstad, Sweden (June 2013).

Parasuraman, A., “Achieving Excellence through Superior Service and Technology,” keynote
address delivered at a conference to commemorate the tenth anniversary of the University of
Olbia, Olbia, Sardinia, Italy (June 2013).

Parasuraman, A., “Importance and Potential Impact of Doing Programmatic Research: The Case
of the ‘PZB’ Service Quality Research Stream,” plenary-session presentation at the Marketing
Research Camp, Aston Business School, Birmingham, UK (May 2013).

Parasuraman, A., “Some Reflections on My Career and Making Significant Contributions
through Programmatic Research,” invited university-wide research presentation at South China
University of Technology, Guangzhou, China (February 2013).

Parasuraman, A., “Fallacies and Facts about Delivering Superior Service Quality,” invited
keynote address at the 4™ Saudi National Quality Conference, Hail, Saudi Arabia (February
2013).
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Parasuraman, A., “Insights to Impactful Contributions through Publishing Programmatic
Research,” invited opening presentation at the Society of Marketing Advances’ 24" Annual
Doctoral Consortium, Orlando, FL (October 2012).

Parasuraman, A., “The Interlinking of Service Quality, Productivity and Innovation,” invited
keynote address at the International Hospitality & Tourism Conference, Kuala Lumpur, Malaysia
(September 2012).

Parasuraman, A., “Bridging Research Perspectives: Services,” invited concurrent-session
presentation at the Inaugural AIM-AMA Sheth Foundation Doctoral Consortium, Bangalore,
India (July 2012).

Colby, C.L. and A. Parasuraman, “Technology Readiness Index 2.0: Revising a Scale to Reflect
a Changing Services Technology Landscape,” competitive-paper presentation at the Twenty First
Annual Frontiers in Services Conference, College Park, MD (June 2012).

Parasuraman, A., “Publishing in Scholarly Journals,” invited plenary session chair (panelists: V.
Kumar, Russ Winer, Ajay Kohli, Werner Reinartz), at the Inaugural AIM-AMA Sheth
Foundation Doctoral Consortium, Bangalore, India (July 2012).

Parasuraman, A., “The Intertwining of Service Productivity, Quality and Innovation,” invited
opening keynote address at the Art & Science of Service Conference, Venlo, Netherlands (June
2012).

Parasuraman, A., “Making Impactful Contributions Through Programmatic Research: The Case
of the “PZB” Research Stream,” invited presentation at the annual PhD Symposium organized by
Bocconi University, Milan, Italy (June 2012).

Parasuraman, A., “Superior Service Design through the Convergence of Productivity, Quality
and Innovation,” invited keynote address at the International Joint Conference on Service
Sciences 2012, Shanghai, China (May 2012).

Parasuraman, A., “My Service Research Journey: Three Decades Long and Still Chugging
Along,” invited address at the 18" Paul D. Converse Marketing Symposium, Champaign, 1L
(April 2012).

Parasuraman, A., “Facts and Fallacies in Service Excellence,” invited address at CEO Forum
organized by the Custommerce Excellence Foundation, Bangalore, India (March 2012).

Parasuraman, A., “The GAPS Model and Its Offshoots over 25 Years: Some Personal
Reflections,” invited Plenary Panel presentation at the 11" biennial Quality in Service (QUIS)
Conference, Woltburg, Germany (June 2009).

Parasuraman, A., “Superior Service Design through the Convergence of Productivity, Quality
and Innovation,” invited opening keynote presentation at the Saudi Electric Company’s 15"
Quality Conference, Riyadh, Saudi Arabia (February 2012).

Parasuraman, A., “Making Impactful Contributions through Programmatic Research and
Publishing,” invited plenary presentation at the Society of Marketing Advances’ 23™ Annual
Doctoral Consortium, Memphis, TN (November 2011).
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Parasuraman, A., “Service Productivity, Quality and Innovation: Implications for Service-
Design Research and Practice,” invited keynote presentation at INNOVAR Journal’s 20"
Anniversary Conference held at Universidad Nacional de Colombia, Bogota, Colombia (August
2011).

Parasuraman, A., “Some Reflections on My Career, Publishing and Contributing Significantly
to a Field,” invited keynote presentation at INNOVAR Journal’s 20" Anniversary Conference
held at Universidad Nacional de Colombia, Bogota, Colombia (August 2011).

Parasuraman, A., “The PZB Research Journey: Making Significant Contributions through
Programmatic Research,” invited plenary presentation at the Academy of Marketing Science’s 2™
International Doctoral Consortium, Reims, France (July 2011).

Parasuraman, A., “The PZB Research Journey: The Role of Programmatic Research in Doing
Work that Matters,” invited plenary presentation at the American Marketing Association-Sheth
Doctoral Consortium, Stillwater, OK (June 2011).

Parasuraman, A., “Nationwide’s Creative Conundrum,” invited plenary-panel presentation at the
20th Annual Frontiers in Services Conference, Columbus, OH (July 2011).

Ordanini, A., G. Rubera, and A. Parasuraman, “A Configurational Analysis of New Service
Purchase Intentions,” competitive-paper presentation at the 20th Annual Frontiers in Services
Conference, Columbus, OH (July 2011).

Kaltcheva, V.D., R. Winsor, and A. Parasuraman, “Alan P. Fiske’s Relational Models
Framework: Implications for Customer Relationship Management (A Review of an Area),”

competitive-paper presentation at the 20th Annual Frontiers in Services Conference, Columbus,
OH (July 2011).

Parasuraman, A., “The PZB Research Journey: The Role of Programmatic Research in Doing
Work that Matters,” invited plenary presentation at the AMA Sheth Foundation 46" Annual
Doctoral Consortium, Oklahoma State University, Stillwater, OK (June 2011).

Brohman, M.K., G. Piccoli, and A. Parasuraman, “A Typology of IT-Enabled Co-Creation
without Volition,” competitive-paper presentation at the 12" biennial Quality in Services (QUIS)
Conference, Ithaca, NY (June 2011).

Parasuraman, A., “The MSI-PZB Research Journey (with Links to AMS En Route),” invited
presentation at the Marketing Science Institute 50" Anniversary Session, Academy of Marketing
Science Conference, Coral Gables, FL (May 2011).

Ordanini, A., G. Rubera, and A. Parasuraman, “A Configurational View of New Service
Adoption,” competitive-paper presentation at the AMA Winter Educators’ Conference, Austin,
TX (February 2011).

Parasuraman, A., “Intertwining of Service Productivity, Quality and Innovation: Implications
for Services in Emerging Markets,” invited keynote presentation at the First International
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Conference on Services in Emerging Markets, held in Hyderabad, India (September 2010).

Parasuraman, A., “Service Productivity, Quality and Innovation: Implications for Service-
Design Practice and Research,” invited keynote presentation at the Thirteenth Annual
International Conference on Quality and Service Sciences, held in Cottbus, Germany (August
2010).

Parasuraman, A., “The Roles of Service Quality and Productivity in Customer Experience
Management,” invited keynote presentation at the Customer Experience Conference (organized
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