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Innovation plays an important role in the banking industry, which is very
competitive. In addition to their social responsibility obligations, banks are
responsible for maximizing profitability and increasing shareholder wealth, and the
only way for banks to achieve this desired result is through innovation. Therefore,
the purpose of this study was to test the conceptual model of factors affecting the
development of service innovation in the banking industry. This research has been
based on an applied-developmental goal. In this research, in the first stage, using
structural-interpretive modeling, the conceptual model of factors affecting the
development of service innovation in the banking industry has been developed and
in the next stage, using the path-structural modeling, the developed model has been
tested. To collect the data, two researcher-made questionnaires were used, which
were distributed among the members of the statistical sample after determining their
validity and reliability. The statistical population in the model development section,
experts familiar with the subject and in the model testing section, all managers, heads
of branches and their deputies in Bank Mellat have been. Accordingly, ‘Y experts
and ) A managers, heads of departments and deputies participated in two parts of the
study as a statistical sample. Findings while showing different relationships between
the dimensions of service innovation development in the banking industry, show that
the process of new service development is the most influential factor and the
organization and management are the most influential factor in the development of
bank service innovation. Also, the test of the developed model showed the validity
of the model in the statistical population

Cite this article:

© The Author(s).

.................







19 49 ol ko ) gt

ISSN

SISl o 30 Sloud (59T g5 Axwgi 9 Yign Jolgs (0 geko (Se5I1 (390 3T
(B 2ol )3T lwt Cdo SIb sandliae & 90)

Vosl 3t Olaghes "o 3 25 ol ' sl 55,0

R e

- v
SShaa sl e wsd elaial el fs Slagad Gas SL )l (ol (BB ol 8, b 4 (5 ISl i u g 50T 5
Ol S Gl il ol (5557 5 oo sllae o (ol 0 AL (ol wus o)y L 4S w5l sage s ) el @508 SRl 55818 5
B ulal 3 588 953 (ol 0383 (S ISIL Cial o ju Bilesd (59T g driugh 3 g0 Jal e (o0 9ede 98U (903 T SRa S
P A Jelss o09680 88U (5 yaeudi— (g BALL (g jleuduo jf culdic) L J gl dda oy (4hA 953 () o .Caeul 00 g3 sldris §5 (50 3,8
ouddi (33 93 (5 651 (5 LA L — (5 yieus (5 Hheudun 3 ouldicn) L (suan dla po ju g oucdi [ gul (5,luSil Caais ju Glesd (5 9l 93 da 93
Sldel (pas jo (oLl 9 29y Guand ) pus 4S oud suliieu! did bl §ias dolivhivu y g 3 Laoula (s glaan sy ol 60 S (90 3]
aulS oad (53995 (5 581 90T GlRs 53 9 £9ed 9o s Landi THIS i (o8I (1 9u3 (B3 ju (s )leT ol o | ol 2 95 5 Lo lgad
9909 Oglae 5 ot sla ) (Oloae S VoA 5 asa LEY Gulul (pead ol su g ale SSb Lo Lol Gaiglas 5 oad sl 5) loase
oload (5,515 4w 5 alas) (s QABAL Ll g, als GLad (acd (ia g5 sladisl wilid s oS )l bl € gad ol sie 4 (a5 5 L
a5 59 Jole 0531580 csane 5 oleslo 5 Jole o 3058 s Slesd i 5 Sl 8 oS aas e LB (s ISL mat i 5

aal 833 (prs 53 9550 solel daela o KU liel swias GLaS sud G 98 (558N G500 Cipad il oo S lesd (55515

@olial — (g yme (g5ldus (LSOl cats wlana GJJTJS 1 55‘9 s

VES NNV Gh el s Ve /oq/e Y e mils o

behrouzaminie@gmail.com ol 5. 5 ¢ Dol 3131 ol (o5 Aol o ke 055 (5553 (S smiiils =
farahmand@iaut.ac.ir :clsie J gt st 55 =004l 5 oDl 53T o2 (15 dols oo o 03 8 JLils =

Iranzadeh@iaut.ac.iro 1 5 «odbl 13T oKty (5 5 Aol o e 638 slod = 7



VY ool /0 e/ VﬁrﬁwJLﬂ/bJaWj.uwjj@J;aﬂ

Aadia

Sospe S Olse a sosls S Cnlods Sl (g5 B e B 5 00 Sler Co e Gler sl s il wuld
Cagr oS 3 Sl omll 28 51 sls a el 053ls, a5 550 48,8 b s Jlesle pa i sl p iU ol
.(Gurol and Atsan, Y+ +7; Liao et al.,, YoV ¢) sps o 20 2B, oud a5 5 cnS slas s b 26,
s Y ams by g Ll Sl 5 SV e S JLis @ pslde sk 4 Ol oS 55 b s Col 26 la s
Of 53 a8 WS o e ol slalass 3 L5 5 s .(Shaipe et al., Yo T) w iy s o 1) 555 55 40 Slods
sl bl 5 S gldd Odd g e BB el SV a5 Sledst sl 53 e DS (5 ke Ak
6 bobile o Sas 3 Ol w0 plaws 5 byl 5 S 55 Cudbae gl oopl ol (YUSheng & Ibrahim, Ye1Q)c..|
5 oS sleel « (Tajeddini et al,, Yo o) wuls fas 55 alsls b AL el sl Lt glacs 3 Js 4 AL s
Jeolse 5l S lodulsh b a sls ol sTs (B, 5 U bl s i sl e ol Sskes ((Y000)' S5 s
S ol ol el cpl Ws (Greco et al., Ye10) s, i b o) sla il s oS5 S e il by Lol
CINGOZ )uias s sletlir w5505 2 GleS 5 5 e s i 2 dial 3B VL sl b b b ales
.@nd Akdogan, Y-\Y

D13 a3 )se lodulh b la anal 5 L3l e i 31 30 laslis el 5 (SOL e s (5osl psede 0350
ol s o LS5 1) Lay 58 slasl Lol ik LSl Sl o5 L .(YuSheng & Ibrahim, Ye)Q)eolw 8
oo 3 sty (Mullan et al., YoV) s Jpe pilte sb 4 o sl Ol 2ie ite sl & 2 S b s
5 Goslagm S S pts o5 elairl S s Dl ad SSL 1 iy G (e | 5 s oS (5,1USSL
SOL a3k anw 5 b o) (6ol o ae e cpl s SOl ol oy LS 45 05 adge 1 1y Olslelwr s 5 2l 530
B Llosls plowil a5 L3108 ale o DLyl 5 SNl (555l 53 5o b - 55 50358 Bl ddr (555l i ndy 5l s
Sloul Jeol Jale (5o3l8 3 st plowil (Slacsysl s s 355 Gose i 53 Shes 3 e 5 o3ls S s Sleds
(i (IISSL lals 35 b me ke 5l &lsT 5 Y a3 Ol e |y opl ol 035 LSL 5 SR e ks
ol opl s (Ameme and Wireko, Y+11; Hoehle et al., Y+ 1Y) s 5 x> b (o luSSL 5 5 ml 6 a5
Lee s m s Joms slacs i 5 ol a3 03 3 Gl wlom b (SU Jisy a5k pslte JalsSS L
e 0Ty b B e Jale o tege SSL S e (5T rlaw 45 sls 218 (YO V0L 5 TS (et al., Y-Y-
Gpmalodst b Sladst s S aze SalS IS 5 e S sl b S s U il 4SS Sledst &) 1 me s SOl 4yl 4 e 55
o S Dbl (osl8 g i ar A s L Sy SOl (ol sls Jie a4 lodul 3 sk 4 Ol
L Sledst anw s Ol w0 0ly o |, Sl (5,515 (Markovic et al., Y+Y+; Dayan & Ndubisi, Y+)Q)u:s
olis (Chen et al.,, Y+ ); Witell et al., Y )s 5 i L w0 el b me 5 a8l 35p o5 J6 sb a b

. Kim and Mauborgne’
. Beck®

o1



SISl S 30 Slond (59T gh Axwgi 9 yign Jolgs (o0 geh0 (Se5I1 (390 3T

;i (Dotzel et al., Y+¥; Ordanini & Parasuraman, Y+))) b gosls 5 055l ar s (GodiS oK ode
Carlborg et al., Y+)¢; Toivonen & ) ol sl cilits glaaid; 5l e 5 SVle 0350055, slhas 5 b
TOSU SIS TPV NPT SN U TS S PRV PPNV ST ST PR CS PSP B poehe >z onll (Tuominen, Y+ -4
sorar a oy Slds lobsle @l ply Gosls el gladde 0T all  olyn a5 (Ostrom etal, YoV 4 )s s g i
3y (S e S g Ol oo 4 am 5 b s ol Sl JSC0s Slodst (655150 a3 55 o 5 a0 Ll AL

(Flikkema et al, Y+ +V; Toivonen & Tuominen, Y. +4)
5 erlb aar s ((SU i s osls 5 Sl a4 a5 L aS A e i 4ty Sl bl b
St ol ol a5 sosls 3 S e S Sl e Jole LU 2l 6 pdicils) Cgr 5o o3l sladde @l
3338 o dlasl s Gl Jotls () dayl 5 5 b o Gk 514 5 el LSS 1 5 b alie 5 5 Shee
s SOl 5 obesle ¢l leas Sosls Je b s sl iobas Sl s 350 53 BelS s sl warglose bbb

AL LSSL s Lg)ﬂ_,.} Sledst anw 55 jle ey Ll 0 555

SRR At g s A Sl

Sleds (5,50 5

Sl Saols 5 lds gbadsl b ol PR 03 S A4S 55 i Col S bl ccs Olel Slodst (65155 i a0
Sl slaesl S bl 1 Sleast (5s0 5 (Y1 0)0Ls 5 ' JIKw 1 .(Cruz et al., YoV e)ow 10l zie b o8 uas 4
T b B e s et pleal Sl el L L bl mlie b/ s i glse e sl b a5 Sl eslitul L
Gl p Grhe s odund Sl gla Sasls s Slads ladnl b olads gla S5 0 oid 4 Sledst (o505 A8 o i o5
Sosls b Sy e 5 sl Anl b s 4 calas ) (Witell et al., Y)Y s,s o 3l T @l L2 el
Myhren et al., Y+ YA)s0s oslal cloas sl mbs 4 olaws glp Sl

f 53 1y 3 e Dk (Dbl (55315 355m 53 sl Slaans s 3 ge Sl lulid Ly (Vo) hle 5 pasS
L sledilen ol8s o8 Slallas 3)ls ol (S 5) s 5 (g po e lodilon o8 ans opl 018 oo il & slie oS s
S s 1y OF ad 5l Sladllas 45 S o 58 a3 i (5,505 35U o 5 (Gallouj, Yo+ ) os 5 015l 3 b s o )3 oslinuls ) o
Sslekiles o8 a5 (Tether, Y+ +o; Toivonen & Tuominen, Y« +9) ks,50 o jld & Slads clagsl 5 Lol
Sl (sl abliana s alie slaslpl 5 s, 55 3l eslizal 5 Gulas b Sledst slagsssl s Jdomisa o 5 aalllas (sl K15 0
e 4o b S (Mi02Z0 & Soete, Y0 V) 5 S 5 eslinals e (hdad b e 05) Lt Jpame o3l Sl
Gallouj ) el Ol wlo o 5 Ol (55055 Sl @ 0 L b s b Sleds i oS ol ol oS s ol o5l

Oledst (ghuaib ol 53 54l Lgﬂf.:% Lg)ﬂjjj(H/\i)g;_ulﬂ. Shuazb 5 Ll e gilediln s S,y (& Savona, Y+ +A

- Skalén’
ov



VY ool /0 e/ Vﬁrﬁwj\“/\ajst.uwjj@J;aﬂ

53 ken s ot 5l 6ol Jaie slasdnS il (Sl bl (Ksislea 9,8 o )3 sdiSas e wl
CoOMDS Yonl J yamme (555155 5l osline S35 5 Connb Llod 51l Sloss (65145 48 dms oo OLES ki o olS s ¢ Ll
Sloas b 5 nlis 35,50 55 5 (Drejer, Yoo s o il w sl Ollas g b slus S s ol (& Miles, Yoo
o35 Oliis (TEEher, Ye+0)s 5 Ll 5 Soa 1, Sledst (65505 0155 0 LOT L oS A o Ey Slodst yamies L
e i 5 S Lalis 1 0T w e (sl (Dledst Gla S5is 3550 3 Blandlpn Sladlas 45 48 e PVl s e
S WS o s |y e pole ohsa (gt e Slidss (Witell et al., Y)Y V)plas § ol 1) oV peame 5 Sleds
Wle dadsl b5 Sledst 5,5 gl Shy 0 coliiss ol (Droege etal, Yo+ %) wlas 3 ot | Laol s Slidss
HIpp & ) wles 5 ash (S35 8 pole 5 Slole (51 v 5 6500 SorlSe & 5k bl ugalel coale

(Grupp, Y++©
(Gallouj & Savona, Y+ +A) ol bt (55505 53 s o s iletslon slSs 53 o 51 (A i b oS 5 3t
Sl s - I LS)JTJ'.’ Lol U sl &S S8 el b Sleas 5 L;)}T‘,J slaas b oS cl ol S us oyl ol o]
4y 33doe 45 S Wl 1y gl LSS Sllia b e i ol (Coombs & Miles, Y+ v) kS s s s s s
4S aS o aSG ol ol (Flikkemaetal, Yoo V) Gloas 515 51 op e st 55 os il S50 5SS slace)sl s

s A3 gl el 5l S e (solaBl Bl 51 aS sl el (o5l #) s oS 5 5 sb b 5l ol anu s

Slds 5,515 clige 5 Fae Jalse
380es 5l p s BB b 4 w15 e e Jalse & das e DL (Ol (sl wied 3 g b pe Slusl e
35kl op tege edas OLES (V) (Mendes et al., Y+\V; Storey et al., Y1 )s,18 L b clas g4l 5
Al e e Slosl 3 Sleds (gl 5 e GO e
Glosd 555193 3 sige Slacd pre g alasl (1) 9an
lis (L) Gled)slayl

Kamruzzaman, Q0L pie oS L
Y+Y+; Konu, Y+\o;
De Smet et al,
YeAY: Melton & @ QV)sd s s pdhe bt Ol S oS L o) A 5
Hartline, YY)

Angelopoulos et al.,

QY )e) a5 53 LSS oS jLie

Yol

Kamruzzaman, Q) pe 3,
YeY+; Kitsios & .
Kamariotou, Y-\; Qo) e ity
Kitsios, Y+\o; QU s ol 5 0Ll
Storey & Hughes, QV)c,si 5
Y-\Y; Zomerdijk & g
Voss, YeN); QMsLS 8 0551

oA



SIS Cio 38 Slodd (5 59T 5 Arwgi 33 yigo Jolge (0 gedo (a5l (g0 3T

Ottenbacher &
Harrington, Y-+\-;
Droege etal., Y- -9;
Rkesson et al,
Y-+A; Ray et al,

Yee0
Kitsios, Yo,
Kuester et al,
Y-\Y; Melton &
Hartline, Y Y;
Ordanini &

Parasuraman,

Y+1); Angelopoulos
et al, Yele;

Dervitsiotis, Y+«
Cruz et al., Y-Y-;
Akoglan Kozak, &
Acar Girel, Y+\o;

Carbonell &
Escudero, Y-)\o;
Golpek, Y+\o;
Kitsios, Y «1o0; Konu,
Y+lo; Boukis &
Kaminakis, Y-+\g;
Huang, Y+\&; Chen
& Tsou, Y-V,
Angelopoulos et al.,

Yol

Cruz et al, Y-V,
Tuzovic et al.,
Y-1A; Kitsios &
Kamariotou, Y+\7;
Kitsios, Yelo;
Tseng et al., Y+\o;
Zomerdijk & Voss,
Y+\); Hu et al,
Yeeq
Kamruzzaman,
YeYe; Kitsios,
Y+Yo; Ryzhkova,
Y+\o; Kuester et
al., Y-\ Y;
Tajeddini,  Y-));
Droegeetal., Y- +9;

Q) )54
Q) pte IS

QYY)objl ksl

Q) iy o sl sl

QV) oy 425,

Q10) sbjle s

QYD sl STl

QWV)sbojle ol i3
@QYN)ledl (g5t

@) D losst an g5 dul 3 3 OLS IS oS L
QY +) Lok Sl

QY V)olelS 55l

QVVlaes o5 Les

QYY) s Slods e (5l sl
QYO p il

QY0 ot anve g5 o lge
QYIS S ki 55 35
QYV)I 1 L5 55 a5

QYN sl ol
QYD e 5 b

QT a5 5 3 oo sl s
QV Vol lS slac Lt

QT Vet st Okl (slac LS

QVY) s 5 ol sl Bl e

QYE)lors ois

QYo oL

QY Vs e Sl
QTV)idisen slaise ¢ Kon
QVA) s e 3l iy 8
QY 15L il

Sl sl

Ll Olds

ok ‘.;1‘53‘;'-“

04



VY ool /0 e/ é’ijLﬂ/\JJﬁwju\Awbjj&lﬁbﬂ

Menor & Roth, QL) 5L el

Y AN
Ottenbacher et al.,

“ e -l

Kitsios & QEV)L/ sl / mlin 035 Sialea
Kamariotou, Y+\7; o N
Kitsios, Y+\o; QED s ot s 5511 5l
Lightfoot & Q)50 5 sl

Gebauer, YeN);
Droege etal., Y+ +9Q

SBI P)

33,8 oh e o 5 IS plowil ) e Sl e e S — 63 8 cSda e 5l Gl

o ol s O T eislee 5 i lagy Olpde Sis 35 4 iass ol olel anslr (Shassy Coale 4y e 55 L
plmil Sl Sosls » Fse Jalse Slophas 5 o lls) e el aS Sleas sl g S sk i
@YU e 4l b 35 Ol b3 Ol e SSL 53 (SSL Olpde (i ool OB ot ol ol eslizad 08 ot 5l odos S
Losods auS gla Sis olal o Llos g gosls @adnl 5 (osls b s o usss sl ailo b ol&iils aslul 5 Jlo Vo
Sl Blan 3l 15 (e 05,8 b olKen 4 bled oS O 1 518 WY o ol (el i sal o B pal SIS 2 5l eslin
Klodss S

o e 3 Ol e S (Sagn (55l anle (Dleds ()55 An s S Jolge 0dd pad 81 Oga5T Lo o
Dl 53 e (STb s W s s 4y a5 ol 0330 Dbl e 53 e SOb nd islne 5 Ly 5 (3,5 Ol y3T Ol
Sl b el o e 03 S L5l L oS Sl dal st 3 g g an S Oglae 5 s VT g ez 53 o3 20bm 3
IS5 L sleds (55505 5 Sse belse bl s (olel analr camd Oslae 5 ey ke Y'Y § e 3 (B 5 Ol )3
L3 8 mis aelidi WYY 300 gilad IS (Gobl el B s 8 e i ol 3 (solel sad 03 3 sdome s sdins s
Wl andls (go ;3 AVA 2S5 5 a8 A sl S Wl sl VoA Ol slas Sy bl g sezms 53 S
Sledst o505 6 b skine o gl wslidin ool ol eslinal Waosls (5,515,8 5shane w0 aslidns 5 55 31 ass ool 3
S Slodst 5oal8 5 ge sl el (6 — okl (3ldde 3 lli) aslitin 51 ise cpl 3 &S Sl 635 SOL o
A 5 5 fop Jolge ks ol 8N g5l solie wpg aalitis el ol 45 S 6 w3 sl Slelis Sse w
oslinal iags Slosl 3l et Sluld sl me alul p 4l Gisee asliin 51 ion ) 3 45 Sl 03 Sbeds (5,51 5
(D3 ol 0d ambms #1555 STy b 51 ealinal L 0T 2bl 5 oo sl ool sl ol sy ol o

A3l e rass Olusl el glakid sl alal  asliiy UL sdias 0L

el L5 S GWT palie :(Y)d gt




SISl S 30 Slond (59T gh Axwgi 9 yign Jolgs (o0 geh0 (Se5I1 (390 3T

Els S Wi o5lw
+/A0 IR RWEY
+/QVe Co e 5 Olojla
LANE Sl ksl
/A Ll Sladst dne s Ayl 3
+ /A% s
+/40A S5k 58l
+/Vo Sl

Goldde ST s oS e ol ecal sa S o3l W ISM) ¢ s (gl lw (g3ldde 1 Laesls Jels 5 a5 ol
:(Singh & Kant, Y« +A)jl asle ols 35 (6 mmds — s bl

Sy plmil ) b S o nl = Sle e b S b b e ole gLl (1)

o o ol 53 ol g ol 35 5 s dalsy edias LS &S pole 1 el s okl e e S sl (Y)
SO 50 2] 5] 20 sberas 0l X 2] jaie il 0Lz SAJ LT jaie 5 eas 0Lz SV sl Jle
g o3lil (el SISy 1 e 5> 3 e dias 0L

S 3 o sl b5 O X AW slosles alo o el 53 68 ol (gl g il 1 sl hies o 5o slol ()
3,8 o o sde Jl Gl 5 sue ] Wl sl ooy o sl s (L as SV osla L s dls S14S (o5b 4 558
sl sy ge il S5 8 o i sae Gl 5 ) sue Ji wls cadsl olaws w5l s ban S A sl b s, sl S
5>l as SO0 sl ks ype 6l S1s,S ) sae el 6l ) sae 1] 6l sl plaws e Sle 53 il 3 5 X
3,8 o o sde il Al 5 jis sae ] Al sl ol e Sl

o2 S Sl By, st e o p ol G SR il Al e 53 oS ale alits e Sl bl ()
o oy Ll C Lo A il il da ,C LB ;B LA Lo SIS s a8 <l ISM s oLl

SLarie Nisd o e Sl 5 ol e 3w e i il cal ol s il gl 4 plis s Sl e (0)
5 e 3 Jold St sl it ol U 0T 2 a5 50 ke oS ol s ke 5 s 350 e 355 Juld e
i 33 A SIS s dalst (it e a2 Sl 3 38 o U LT Sl s e it oS el s ine
Al LSy alitns sla ize 4z L OT 5L S 5 s

i Coitn 2) JUS1 Tl 5 Bl U o it o (D1S13) itns s g 5T IS s Tales (1)

st osliz | (PLS) i 5r Slayye i 3 SGs5 B s (bl —(5 e (3l dia Sl ot odld 55 (6580 0ol et o

£y



VY ool /0 e/ é’ijLﬂ/\JJﬁwju\Awbjj&lﬁbﬂ

SR sl
(Slods (315 tnw g B (1 b) (6 o = (5 )l (g5t
Rl Gl il 0 b SO s Sleds (55150 an g oa g 5SSl — (5ol b (3L e Sl eslinad b b e nl 53
2l OB ot o 81 K el els s (ol o 5l SO il (6 — ol (sSledie laplS il s
o SKSE w0 o b el esls lasles 31K e ST bl el s okl e Sl sl s Ll sl
s oadsl slaws G gle aebsl s ol 4 S 15 b s se il g anils |y 58T o i &S oled 5 el Soled e Sl At
Lyly, S cl plg plaws g Sl sdias gL (Mgl ol ol |25 (6 s — ()bt Lo (5L L;L%Lf T e VY
15 3 0T 3 58 sy Jlis!

(dyd@st bty 5 boslad fol=) olg obiws sl (M) s
CSIh CSIy CSIy CSIs CSlIo CSIt CSIv

Csh | ' ' | '
CSIY ) \ \ \ \ ) \
CSI¥ \ . \ \ \ \ \
CSls ' ' ' | ' ' '
CSlo ) . \ \ \ ) \
CSIt ' ' ' ! ' !

CSIv \ . \ \ \ \ \

st Sl b it 31 i 015 e i s el sl Sl g o — ol (3l bl slapS 3
Lol STl 563 8 sl Sl 5 pliws Dyt S ppite o8 5l B CndlS skt (ol 6l 3 ge awlons T o Jails5 035
Sl iie 213 b 0T 2 i s juite o Sl ol it s ) 25 iie 35 Jald ol sl ke S Mg L
S el (ke e a2 ol 53 8 e T LTSI s e oS il gl e 5 ine s Jeld S
e a s s e 2l S L0l S plae s gla ke o S L OT St s plaw s o 90 8 SIi IS

sl 0l 03l olis (i)d}\u\?

‘_;),..L? ‘_;)\.‘:él.w ‘_;J'L..J.\.A u.d\.w' » ‘_g.uch..« @\b 2(1)&)4?

- Jele sl ey S e ST

Sl de 5 Csls CSls  CsDy, CSIv, CSIs Csls
Iy : CSIv, CSls,
L CSlo, CSIY,
o CSIV

ol g csh CSh - Cshy, CSIv, csh csIy

052 - CSIv, CSlo,
CSIv

1y



SISl S 30 Slond (59T gh Axwgi 9 yign Jolgs (o0 geh0 (Se5I1 (390 3T

Ll CSIn CSIT  CSIY, CSIY, CSIT CSIn
Bl s e CSlo, CSIT,
CSIv
ER CSIY  CSIY, CSlo,  CSIV, CSIY, CslY, CsIv
CSIV  CSlo, CSIV  CSlo, CSIV
L CSlo  CSIY, CSlo,  CSI¥V, CSIY, CslY, Cslo
& CSIV  CSlo, CSIV  CSlo, CSIV
5l CSIV  CSIY, CSlo,  CSIY, CSIY, CSY, CSIv
£~ s CSIV  CSlo, CSIV  CSlo, CSIV
Ry CSIY  CSIY, CSlo,  CSI¥V, CSIY, CSIY, CSIY
CSIV  CSlo, CSIV  CSlo, CSIV
CSIv CSIY CSIY CSIv CSIv

el et s Olsle

ol e 3 S el Sy e 5 Olsle Jule 4 by e Sleas Sosls 5 bele o5 do a8 das e 0l (£)J s =
Wlazd S 513 o o 3 551l 5 e Glosle Sl fule aw sl wils ,;E;y;vgcpﬁxb:@ja;ﬁs
357 J8le mshe 5 Sy pde 5 Oleslu mlaw s (BLSSI | I s Sy e 5 Olejle Gl oS ol SIS L s
Ao Sledst dnn 5 ol 3 g Jsl mha Jale 5 aS ls 13 SBL alBles s el A5 Jale s pss o 53 3L
st S (s it gy Bl b g ol o b gl ol |y K s Bl e Sl axd s i 15 e

el 0 s l5 (V) S S w0 |y Sledst (g5l 5

NURCSNCH PRSP JUCH

ol A g5

S5 ! Sl ksl

o ke g Obojle

S s Sleds (g0 5 g0 spie (V) IS

Y



VY ool /0 e/ é’ijLﬂ/\JJﬁwju\Awbjj&lﬁbﬂ

o Lol a5 (5l Ll Sl b a8 81l i Le SSL s Sledst (55515 e sgde (6580 akims 0L s (V) S
5 Ol ol SIS s g JJ&L«CEM 33 sz,;‘j;.w‘jchﬁ J»Loyﬁpl.gp_.-cia.ﬂ 03 S pde 5 Ol ele aS das e OLAS
DS olds Oy 4 60 5 Sosls s Sk (Gl s e Sl ty 5 b, Sl e ol Sy e
Gsls $lp cm b glad bl 5 lai, o5 a lalss ol o o antlis LS 3 Sl a0 by e (g5l 5 lacJlas
w8 3 sl s sl Olsle oltla Jole an o3 mhaw > oS o sl SL o g 4 5 Olejle o 1) Sleas
Al e SSb s i Sleds w35 Sledst g5l 5L 55 el e Slesl Sl oS o
Sl i a4 SaS 5 G SIad s e e sl 5 5 Gk 3 Slesle Slstle 4 syl slizel (Vo)) 2l
0k B Lant s ol en 4l a5 5 Ged i 5 OLSOE lac bl 5 b lee I3l cale S 53 Jana 55 Ll s
O gy e Dledst ane 5 Al il sk WL e p S Slaes S Wilesls OLL 5 5 adllas 55 (YY) oV s
b bl Oak osls slad S Oad | Ausl axdls sdge 4 |y Sl ana 5 Aul s 5l s o5 s slasl 5 el
55 el Dbt (osls Ly 3 e 5 QLSS Sl ol a5 cul Sloslw Sltlw cpl romen el dal 55 3 g
3Wa, e GL'..A 33,8 o A 5l 5l SO i Dbl ane 5 Al 55 LSS Sl a8 5l sdde (Y010) 4 S
033 o Cped 53 el SSL OLSLS o bl 5 bl » (S 2t (Giom pl Catle bl Sleds i Sosl s
36315 Sl e 3 | Ol B | 536 6,8 o 0 e 5 Ol 5 okl elge 5l Sl e b
3prs o ommbie Glaolnl Sl xin OB el 5 Lolgs slixr oo 13 5 05 A3l SIS Jl Sl wa g
3l Sl Ol (e slacd e 51 (S Ol w0 I 5 Gl S Sl e (I8l Bk 51 il dal
S Olye 4 5l ral das G5l LBl ol les Bl e e 351l DSl s S dal foged 1 b Soales 5 ilin
LS)}IC‘“’-' Lobk o8ls 5 i Dledbl Cbie DLil Gy b 5hesls (Ll ) Oledst Lol S Ll 5 n cp sy mhaw 3 Jole
A5 aS Lsls 13 el 5 DL aldles pas man 53 A s g3 1) il sla i (ol fiamen 1A Ll
sl el W5 Ko O by oLal (5ls el o s 55 OL s pAis L QLS8 o e 4 OLSHE CS e 4 o]
Slodst a5 iyl b 6l 1y mlie 2Bl SLIB! 5 sl i S o ) Sl ana 5 Al Ll e 5 Sl (55515 08
Lol Ly Ll cmslin (G310l &S din odde opl 5 (TANOLSGs 5 553 ot ol 53 bl Siop b i
50Uk 2ller 255 gz e Sladst a5 Aol s Lol s8I S Dl w5008 pasd ) Ll Sl wan g

Sl dal 5 s ol Sledst ann 5 Aol B gl ) b Al QS snST e ga S 5 (g R0 L i aS

(Slods (5,505 anw s 0dd 035 8 038516, — (5 ot (530 e
3l S el s 4 (S s 3 DLt (6515 S p Fae Jolse oseie S s )
Ly bl Il (e IS o slael gl sskie pt .ol ol eslizal PLS 3l 5 53 okl (6 (g3lde 10

ST s o e S bl sla el il (Sl ladie Jion (ot lw = (6 s ladis oS

¢



SISl S 30 Slond (59T gh Axwgi 9 yign Jolgs (o0 geh0 (Se5I1 (390 3T

QL\;..; (O)J}J} DL erl:.v &;Mw‘ 4:\_9)57 )b.; SR JJ}A (AVE)G.L.Z m‘ Lfdlﬂ)‘) L.wj:ﬁ K} (CR)LS)@)L"‘ L;."lili c(a)cl.\.vj;

RGN PSS WP Y

Slods (55515 anm g 55K 55 03101 sladte bl 5 2la) osp (0D g

skeladse  AVE  CR a shele )b SBee alaal
/A A Q)
\ SfoVe VAR LVYE L /VYA Qv ousl ual g3
/A1 Qv
-/Vat Qs
< [VoVv Qo
AAR Q1
<[VAE Qv
\ oY\ </AEo - [VAN o pde g Gl
<IVNE QA
VAR Qa
<[AAA Q-
Jath Qn
</ean QY
</A\e QY
[Aoo Qs
) JoA- </AA- /Ao~ ko jleu AL
CIAY Qo
-AAA Q1
</vay Qv
<[AYA QA
AN QA
Ve Qv
JAAR QN A gi wl S
\ SJONY VY. e/VeA
-\eY QY s alesd
+Je00 QY
VAR Qve
< /VYY Qvo

£0



VY- osles /NP plenls/ v&,gwj\ﬁa/b}@ﬁ#&ujﬁwbqﬁd

NIEE\ QT
<JEXY Qvv
<[NAA QvA
- [VAY Qva
/ey Qre
\ </0aN <IVEY  +[Veo <[AAE QM C‘-‘u"‘
<Y Qry
+/eYo Qry
-[0AA Qv
“IVEV  Qvo
CJEAA Qv
\ oYY JAYe L /VVY /YA Qrv SR PRPRIREIPeY
AR QYA
AL Qra
VAR Qs+
AR Qs
\ Jest < IVAN /NN VeV Qsy S5 il
AAN Qsy

S sl b sl clss STl s 5l bl 53 o 2S5 6, Seslil Gladie 53 S Slbme odsl Ysane
35 oo Al S el e i LY Sl S5 S G LS GWT ST das e a1 L jae S5 (Saeren il
S S5 (e sSesil ladias olos sl 55,5 ST alie 45 555 o dlamdle (003 53 sl oy gl olosl
b3 45 S Ol e 5o Sl 6,S eIl sladie ele 5553 5L #lis S ST elal  cal by ol oY

Ak G SO S el glada
Jobe 5 o | (ke SO S5k Tl b oY 5 2t S e bl M STt | S e bl s S Gl Rl el
Sladas oled (sl S o bl pslie o5 558 e alamSle (00 3 edel o gl ol |y 353 oo T (S5l
el ois 8 aul Sl sladie sl Sass Bl 58 oS e bl bl cpl by eV 1 S5 6 S el
35 ke sl alal o cpl b s ls sm s Lol adl e G Jas (g S eIl gladde e 534S das e LI 5 ol adlge Lo

el o3 S Al oS o3Il sladhe aled 035 das SO

.



SISl S 30 Slond (59T gh Axwgi 9 yign Jolgs (o0 geh0 (Se5I1 (390 3T

Lo gie 3l eslinal il e ol ad bl o ste (ol st Ol (6,83l sladie ls, sbo) sk 4 aS asls
s Sl /0 Usbes ol s bty Jawste JBlas lesls slgdy 1 Kan ols) gl obme Olgie @ ) ol s bl
S s 1y el eSS Sl e Sl i pS0ke Hab a4 Ll e 0580 e K oS re ol se il S o Sas
sl lpl il v/o Sl i (0)d s s adde Jol lassle 51 G a (gl el s bl B st Sl a5 L
Olgs o /Y 51 855 pslie s o OLES |y (LG e) NV g 5 Glalbaesle s LI 50 Jele lasl o5 S s ,\ﬁl} Lo
Gax g b Lsd e ghuate 3 o b Jole glab Ol 0/0 51 S5 lile slal 5 Jsd snse Js chas sle slasl
Sl 3l s se 1 S eslbl gladie peled Ol o codal oy /¥ 51 S 55 laosle alad ole L lude oS5l

G s sl 51 o Lol otias Ol 8S s ol @t ho sl el le | g Seslul sladie ol 5l e
s e OLES 1yl s ol (N USKE Lol s o313 OLES sl o Slodst (65056 dmmn s

L oar || Q13<| a4 || a5 || e | ar | @ || @ || a |
\ \ &80;; // \ T /‘

0738
0.688 797 0,808 0716

(C5M)amuwer
Cileas i

(CSI5)ulic

I
0782 0492 ooy 0612 0525 / l \ \‘\
/ool e e e [er [ e [ e | e

[ |[ e |[ e [[ e || o= |

25 Sl g5l 5 anw g oK slasl oy daily ) odias OLES ol b (Y) IS

v



VY- osles /NP plenls/ vﬁrﬁwj\“/bﬁwj.uwmjj&l;aﬂ

g;z“‘"iLf M)}‘\o dl“;‘““"é“"’)’ RGN P e}@‘ﬂﬁ%ﬁ )\&ﬁjbwt J‘Jﬁ»)‘g_,\i‘).p U'f«‘ 6)\5@.«.‘: eI 6‘f
J‘Jjﬂ)ﬂmﬂwﬂ )J.:....Agf._z_f\b J}aL&atJU@oMijAGb ..L:}_.L wbu\/%w)“):f)f‘mﬁw‘fp )‘ggg‘jﬁtﬁbud

el 0l 63l QL;’._: (-\)d)'l" o2 (LSJ‘J"?Jﬂ

AN PR E S PSR P TN PH P S IS PSP RPN S-S A D PR P

tlade et 2 o

0/4¢Y ANVY Sl ey pde 5 0ol
\Y/EYY LA gl e o ke 5 Ol
ANNY L/OYY Slosbu skl e 55l 2l
AVARA VAN S 2Rl = (o35
Y/VAY YNY Sl gl = mle
VYAA +/L4Y ool A o5 — &b
£/0YA VYA ool W] o5 — GLLA
v/40¢ /Y4 L SOleds anw il b JSlosle ksl
Y/YY ARS! Ll Dbl anu il 3 — ol W]
0/VV+ +/00A doder Oledst anw gl 3 — l50 u—i‘j’:‘r“

viaﬁj:m.ng_,i‘).p JLJ LS‘J" bMwatﬁ:msM:d‘duJ(‘\)J}-l}):mﬁ&_»i‘ﬂ Jbuﬂt)‘@bjaffcgb
MLL;G )‘Jw.su GJ‘AT K;vvﬂu)dw g_».:‘rp LSALJASJ}N L)\}Ja Q‘}SL;G Aoy q0 6)\36.&0 cla.«,:e\s c..L.ZvLsL;a VA7 )‘f“f)j

S S 4o
5 Dbt lag sl 3 m e SlhS (5 re dida 0T 3 oS a5S e b sl bl 53 LS 5 S Al 4 a5 L
b ki s 5 IS 5 S s Cadbge sl eopl by | ks LIS 5 S (slad 00d i i BB Cel Y pa e
55 el et il e 55 5T Sy il oS il s a3 s 4 il LS 6 Ol o SKhae 3 L3
ol 31 g SOl 0l B 03 5 (SOl Caris 53 Dladt (63055 an 5 fse Jolse o s (5801 0 g1 lie l s
—t e 3ldde (a3 53 el sty nl 53 s e e Sledst an s 5 SSL usls Sl e s S

G okl —mmn Soladde il s g0l sl (GHIUSSL Cs s Sleas L;)ﬂy' a5 (S Il (G s

TA



SISl S 30 Slond (59T gh Axwgi 9 yign Jolgs (o0 geh0 (Se5I1 (390 3T

Jole w0 bge Sleds g5l 3 Jele i o |48 5l OLaS (e &5 — (g kL L;jLMJJA@l:j.Jﬁ;J,fQ}ajm.\J ReERt
(Sl Sl bele am b azals 5B VL gl il e 5 435 3 el mlaw 534S ol Sy e 5 Olesla
o Pl b s s e 5 Olsle ol @ oS el L5 i a5 Ll S 13 b mlan s g3l 2el 5 sl
Jole a8 s 13 5L plpblen 5 el A5 Jolo 53 sl 53 A3l a3 e msla w5 Sy e 5 Oleslw e
Aas o 0L dlie ol slaanly K 3l s Bl Jalpe 515 andls SIS e e Dbl an 5 il s sl e
e | st S el (Sl gysls p ise belse 5l Gl e Casl e Ll Sl axw 5 sk 4 LSSL &S
ol g ol sl 1) Sl s sl wes Gk onl 5l s esls S5 Sy e 5 Ol & by se Jalye o il
53 Sledst (65508 anw 55 5 sl s SlS 4 phlS & wil e g3l 5 Sloas Sosl s e (Slsle bl ble an
b ekl A5 5 Bk pldles adl Sleas Sosls s qu»duqyj@h_w odias L3I 5 at s i wilg o SO
Knl e 53 3k e pa b il Dbt anw 5 28 4 e ool Sl s Slles e sl SSL 55 (50 45
o L e Lt Sl aan s Ayl b s Sledst (5ol 3l Al el a8 a8 dnled Jhgel el SSL Ol e
il T 55 sl (5000l 5 el Ol e 4 5503 3535 55 Jeol el ge (6 o e o pl o jael i e Odeny () 5
Dlis opl 53 et 6l S5 ase 2T cole s Les Sl P R T B R P T P SOWS PRSP S
b X a el Sl (5T s Ll e e b e Ol w1 el O n oS 03 i Dl da 5 Ayl B
Sled o5l p e Jelse Lol 5 s e 5l s iy ol addllae (e sk ¢ p e da) 53 (e (6 gt
o g S (YN VO 5 (55520 ‘(nmu%@@uprﬂ Jolse S 0 1 s onl S Olg e LSSL s
iy (TANOLas 5 5oss 5 (TANOLKs 5 Synilel (Y)Y la 5 sthe (Y010) 55, (Y01 g,blS 5
SOl s o0 el Shls Stasn Ol analr s sl (S0 a8 sls 0L 33 (il = (e (3l e i (slaasil

Bl 3l el Ot Sledst dne 5 b 5 3 500 e3lizul St (g5 a5 g 5 S ol
s a8 p tasn e 581 3 el o b el 4 ek o )li | g se nl 4 Ol e Ra s ol Sl s
ool e led By pl e sl ) G e & Ll o paeiin job 4 iS Canlos g 6 pem &~ kb (g5l e
ngflljuy..;«.éL_.b\JJ,«AJ.}:HJL;JQ:JA);‘QL».\;'-L;))DJ QYU»&l;;xAMNU:;;L;A:Mk;TQL&N
L s 5 e ses eslizal Jalse o Jo alsy alolid g 55 55 Jrmes iy 3 Wl e ST Oliee as an 5 1 0l 1)

Aol anslie G ol CL,L

#4



AR u)\.ui/\\c'\ u\»u.u\.:/ é}wJu/\Jﬁwjhwbjj&bﬂ

b

Akesson, M., Skélén, P., & Edvardsson, B. (Y + + ). E-government and service orientation: gaps between theory and
practice. International Journal of Public Sector Management.

Akoglan Kozak, M., & Acar Giirel, D. (Y+)¢). Service design in hotels: A conceptual review. Tourism: An
International Interdisciplinary Journal, 63(Y), YYo-Y¢.,

Ameme, B., & Wireko, J. (Y+)7). Impact of technological innovations on customers in the banking industry in
developing countries. The Business & Management Review, 7(¥), YAA,

Angelopoulos, S., Kitsios, F., & Papadopoulos, T. (Y+)+). New service development in e-government: identifying
critical success factors. Transforming Government: People, Process and Policy.

Beck, T., Chen, T., Lin, C., & Song, F. M. (Y+ 7). Financial innovation: The bright and the dark sides. Journal of
Banking & Finance, 72, YA-0),

Boukis, A., & Kaminakis, K. (Y+)¢). Exploring the fuzzy front-end of the new service development process—a
conceptual framework. Procedia-Social and Behavioral Sciences, 748, Y¢A-YoY,

Carbonell, P., & Escudero, A. I. R. (Y:Y°). The negative effect of team’s prior experience and technological
turbulence on new service development projects with customer involvement. European Journal of Marketing.

Carlborg, P., Kindstrom, D., & Kowalkowski, C. (Y« ¢). The evolution of service innovation research: a critical
review and synthesis. The Service Industries Journal, Y£(¢), YVY-Y4A,

Chen, J. S., & Tsou, H. T. (Y+)Y). Performance effects of IT capability, service process innovation, and the
mediating role of customer service. Journal of Engineering and Technology Management, 29()), V)-4¢.
Chen, J. S., Tsou, H. T., & Ching, R. K. (Y+))). Co-production and its effects on service innovation. Industrial

Marketing Management, 40(A), YYYY-) Y€1,

Cingoz, A., & Akdogan, A. A. (Y+Y). Strategic flexibility, environmental dynamism, and innovation performance:
An empirical study. Procedia-Social and Behavioral Sciences, 99, ©AY-0A4,

Coombs, R., & Miles, I. (Y+++). Innovation, measurement and services: the new problematique. In Innovation
systems in the service economy (pp. A°e-) +Y). Springer, Boston, MA.

Cruz, K. F. S., Mendes, G. H. S., Lizarelli, F. L., & Cauchick-Miguel, P. A. (Y+Y +). Antecedents and consequences
of library service innovation: An investigation into Brazilian academic libraries. The Journal of Academic
Librarianship, 46(1), Y+ YYYo,

Dayan, M., & Ndubisi, N. O. (Y+?). BYB service innovation and global industrial service management. Industrial
Marketing Management, A%, Y €+-) ¢Y,

De Smet, D., Mention, A. L., & Torkkeli, M. (Y +YY). Involving customers in the innovation process: The acquisition
capability of knowledge intensive companies. In ISPIM Conference Proceedings (p. ‘). The International
Society for Professional Innovation Management (ISP1IM).

Dervitsiotis, K. N. (Y+Y+). A framework for the assessment of an organisation's innovation excellence. Total
Quality Management, 27(%), 4+ Y- A,

Dotzel, T., Shankar, V., & Berry, L. L. (Y+Y). Service innovativeness and firm value. Journal of Marketing
Research, ©+(Y), Yo4-Yv1,

Drejer, 1. (Y:+£). Identifying innovation in surveys of services: a Schumpeterian perspective. Research
policy, YY(¥), eo)-e1y,

Droege, H., Hildebrand, D., & Forcada, M. A. H. (Y++%). Innovation in services: present findings, and future
pathways. Journal of Service Management.

Flikkema, M., Jansen, P., & Van Der Sluis, L. (Y +V). Identifying neo-Schumpeterian innovation in service firms:
A conceptual essay with a novel classification. Economics of Innovation and New Technology, Y1(V), °£)-
O0O0A

Gallouj, F. (Y +Y). Innovation in the service economy: the new wealth of nations. Edward Elgar Publishing.

Gallouj, F., & Savona, M. (Y- +%). Innovation in services: a review of the debate and a research agenda. Journal of
evolutionary economics, Y4(Y), Y ¢4,



SISl S 30 Slond (59T gh Axwgi 9 yign Jolgs (o0 geh0 (Se5I1 (390 3T

Golpek, F. (Y+Y2°). Service sector and technological developments. Procedia-Social and Behavioral Sciences, /81,
YYo\ Y

Greco, M., Grimaldi, M., & Cricelli, L. (Y+)°). Open innovation actions and innovation performance. European
Journal of Innovation Management.

Girol, Y. & Atsan, N. (Y- +1).Entrepreneurial characteristics amongst university students: some insights for
entrepreneurship education and training in Turkey. Education + Training, ¢A(Y), Yo-YA,

Hipp, C., & Grupp, H. (Y++°). Innovation in the service sector: The demand for service-specific innovation
measurement concepts and typologies. Research policy, Y¢(¢), oVv-oYe,

Hoehle, H., Scornavacca, E., & Huff, S. (Y+)Y). Three decades of research on consumer adoption and utilization
of electronic banking channels: A literature analysis. Decision Support Systems, 54()), YYY-)Y¥Y,

Hu, M. L. M., Horng, J. S., & Sun, Y. H. C. (Y- +?). Hospitality teams: Knowledge sharing and service innovation
performance. Tourism management, 30()), £Y-©-.,

Huang, H. L. (Y+)¢). Performance effects of aligning service innovation and the strategic use of information
technology. Service Business, 8(Y), YY)-1de,

Kamruzzaman, M. (Y+Y+). Customer Orientation, Learning Orientation, and New Service Development: An
Empirical Investigation of the Swiss Hotel Industry [Summary].

Kim, W.C. & Mauborgne, R. (Y +°). Blue Ocean Strategy: How to Create Uncontested Market Space and Make
the Competition Irrelevant, Harvard Business School Press, Boston, MA.

Kitsios, F., & Kamariotou, M. (Y+)1, September). Critical success factors in service innovation strategies: An
annotated bibliography on NSD. In Proceedings of British Academy of Management (BAM) Conference

Y1 T(pp. Y-YA).

Kitsios, F., Champipi, E., & Grigoroudis, E. (Y+)°). New service development: Strategy and innovation process in
cultural and creative industries using MCDA. In Proceedings of the 4th international symposium and 26th
national conference on operational research, June (pp. £-1).

Konu, H. (Y+"°). Developing a forest-based wellbeing tourism product together with customers—An ethnographic
approach. Tourism Management, 49, Y-)1,

Kuester, S., Schuhmacher, M. C., Gast, B., & Worgul, A. (Y+)Y). Sectoral heterogeneity in new service
development: An exploratory study of service types and success factors. Journal of Product Innovation
Management, 30(Y), oYY-o¢¢,

Lee, C. C., Wang, C. W., & Ho, S. J. (Y+Y+). Financial innovation and bank growth: The role of institutional
environments. The North American Journal of Economics and Finance, 53, Y+ Y)4e,

Liao, S. H., Chang, W. J., & Wu, C. C. (Y+) ). An integrated model for learning organization with strategic view:
Benchmarking in the knowledge-intensive industry. Expert Systems with applications, 37(¢), YVAY-YVYaA,
Lightfoot, H. W., & Gebauer, H. (Y+))). Exploring the alignment between service strategy and service

innovation. Journal of Service Management, 22(°), 11 £-TAY,

Markovic, S., Jovanovic, M., Bagherzadeh, M., Sancha, C., Sarafinovska, M., & Qiu, Y. (Y*Y+). Priorities when
selecting business partners for service innovation: The contingency role of product innovation. Industrial
Marketing Management, 88, YVA-YAA,

Melton, H. L., & Hartline, M. D. (Y+)¥). Employee collaboration, learning orientation, and new service
development performance. Journal of Service Research, 16()), 1V-AY,

Mendes, G. H., Oliveira, M. G., Gomide, E. H., & Nantes, J. F. D. (Y V). Uncovering the structures and maturity
of the new service development research field through a bibliometric study (Y3A£-Y+Y¢), Journal of Service
Management.

Menor, L. J., &Roth, A. V. (Y« + V). New service development competence in retail banking: Construct development
and measurement validation. Journal of operations management, 25(£), AYo-A£7,

Miozzo, M., & Soete, L. (Y++)). Internationalization of services: a technological perspective. Technological
Forecasting and Social Change, 1V(Y-¥), Yed-YAe,

\A



AR u)\.«*ﬁ/\f'\ u\.w.u\.:/ ('sfjwugj\.w/\.))ﬁwju\ﬂwbjj&bﬁ

Mullan, J., Bradley, L., & Loane, S. (Y+)V). Bank adoption of mobile banking: stakeholder
perspective. International Journal of Bank Marketing.

Myhren, P., Witell, L., Gustafsson, A., & Gebauer, H. (Y+)A). Incremental and radical open service
innovation. Journal of Services Marketing. YY(Y), Y+ Y-V Y,

Ordanini, A., & Parasuraman, A. (Y+)). Service innovation viewed through a service-dominant logic lens: a
conceptual framework and empirical analysis. Journal of Service Research, 14()), Y-YY,

Ostrom, A. L., Bitner, M. J., Brown, S. W., Burkhard, K. A., Goul, M., Smith-Daniels, V., ... & Rabinovich, E.
(Y+Y+). Moving forward and making a difference: research priorities for the science of service. Journal of
service research, YY(V), €-v1,

Ottenbacher, M. C., & Harrington, R. J. (Y +). Strategies for achieving success for innovative versus incremental
new services. Journal of Services Marketing.

Ottenbacher, M., Gnoth, J., & Jones, P. (Y++7). Identifying determinants of success in development of new high-
contact services. International Journal of Service industry management.

Ray, G., Muhanna, W. A., & Barney, J. B. (Y+ +°). Information technology and the performance of the customer
service process: A resource-based analysis. MIS quarterly, 1Ye-1e¥Y,

Ryzhkova, N. (Y +2). Does online collaboration with customers drive innovation performance?. Journal of Service
Theory and Practice.

Shqipe, G., Gadaf, R. and Veland, R. (Y +Y¥). Innovation strategies and competitive advantage. Modern Economics:
Problems, Trends, Prospects, A(Y), ) +-Y1

Skalén, P., Gummerus, J., Von Koskull, C., & Magnusson, P. R. (Y +)¢). Exploring value propositions and service
innovation: a service-dominant logic study. Journal of the Academy of Marketing Science, 43(Y), YYV-12A,

Storey, C., & Hughes, M. (Y +¥). The relative impact of culture, strategic orientation and capability on new service
development performance. European Journal of Marketing.

Storey, C., Cankurtaran, P., Papastathopoulou, P., & Hultink, E. J. (Y+7). Success factors for service innovation:
A meta-analysis. Journal of Product Innovation Management, 33(°), eYV-2£A,

Tajeddini, K. (Y+)). Customer orientation, learning orientation, and new service development: an empirical
investigation of the Swiss hotel industry. Journal of Hospitality & Tourism Research, 35(¢), ¢YV-£1A,

Tajeddini, K., Trueman, M., & Larsen, G. (Y::1). Examining the effect of market orientation on
innovativeness. Journal of marketing management, 22(°-1), oYd-00),

Tether, B. S. (Y++°). Do services innovate (differently)? Insights from the European innobarometer
survey. Industry & Innovation, YY(Y), YoY-VA¢g,

Toivonen, M., & Tuominen, T. (Y+«+%). Emergence of innovations in services. The Service Industries
Journal, Y4(V), AAV-4.Y,

Tseng, M. L., Lin, Y. H., Lim, M. K., & Teehankee, B. L. (Y+)?). Using a hybrid method to evaluate service
innovation in the hotel industry. Applied Soft Computing, 28, £¢Y)-£Y),

Tuzovic, S., Wirtz, J., & Heracleous, L. (Y+)A). How do innovators stay innovative? A longitudinal case
analysis. Journal of Services Marketing.

Witell, L., Snyder, H., Gustafsson, A., Fombelle, P., & Kristensson, P. (Y+1). Defining service innovation: A
review and synthesis. Journal of Business Research, 69(A), YATY-YAVY,

YuSheng, K., & Ibrahim, M. (Y+)?). Service innovation, service delivery and customer satisfaction and loyalty in
the banking sector of Ghana. International Journal of Bank Marketing.

Zomerdijk, L. G., & Voss, C. A. (Y+)). NSD processes and practices in experiential services. Journal of product
innovation management, 28("), 1¥-A-.

\Al



