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Traditio et Innovatio

“Services in Transition —
Implications for Business Research”

Annual Conference of the German Academic Association
for Business Research (VHB)

On 12 — 14 June 2019 the 81th Annual Conference of the German Academic
Association for Business Research (VHB) will take place at the University of
Rostock. The theme of the conference addresses the ongoing changes in
service industries. Current issues like digital transformation, sharing economy,
FinTechs, and the future of work will be discussed in several sessions.
Moreover, there will be paper presentations from all areas of business
research.

Keynotes:

Prof. Dr. Isabel Schnabel (University of Bonn, Member of the German
Council of Economic Experts)

Prof. em. Dr. Christian Grénroos (Hanken School of Economics, Helsinki)

Further information on the conference is available at www.bwi2019.org.
Registration will start in March 2019.



https://doi.org/10.15358%2F2511-8676-2019-1-1

JOURNAL OF SERVICE

SMP\ MANAGEMENT RESEARCH

Volume 3
1/2019

Managing Editor

Martin Benkenstein, University of
Rostock/Germany

Editorial Board

Manfred Bruhn, University of Basel/
Switzerland

Marion Biittgen, University of Hohen-
heim/Germany

Christiane Hipp, Brandenburg Univer-
sity of Technology/Germany

Martin Matzner, Friedrich-Alexander
University Erlangen-Niirnberg/
Germany

Friedemann W. Nerdinger, University
of Rostock/Germany

Advisory Board

Jorg Finsterwalder, University of
Canterbury/New Zealand

Dwayne Gremler, Bowling Green State
University /USA

Joachim Hiiffmeier, TU Dortmund /
Germany

Michael Kleinaltenkamp, FU Berlin/
Germany

Werner H. Kunz, University of
Massachusetts Boston/USA

Peter Magnusson, Karlstad Universi-
ty/Sweden

Kathrin Moslein, Friedrich-Alexander
University Erlangen-Niirnberg/
Germany

Andy Neely, University of Cambridge/
UK

Frank Piller, RWTH Aachen/
Germany

Anat Rafaeli, Technion Haifa /Israel

Sven Tuzovic, QUT Business School/
Australia

Florian von Wangenheim, ETH Ziirich/
Switzerland

Jochen Wirtz, NUS Business School/
Singapore

CONTENT

Editorial . . . . . . . e 2

Configuring Customer Touchpoints: A Fuzzy-Set Analysis of Service Encounter Satisfaction

By Nancy V. Wiinderlich and Jens Hogreve

Customer Engagement in the Process of Service Provision

By Katharina-Maria Fonferek, Michael Kleinaltenkamp, and Jana Moller

How Leadership Co-Creation Generates a Trickle-Down Effect on Employees” Resource Integration Behavior in Service

Ecosystems: A Theoretical Framework

By Laura Becker . . . . . . . . .. 24

When Service Employees Should Not Go the Extra Mile: The Interaction Between Perceived Employee Effort and

Customer Misbehavior Severity

By Katja Rummelhagen and Martin Benkenstein

Imprint . . . e 36

216.73.216.48, am 22.04.2026, 16:55:52.
" mit, for

Erlaubnis

oderin



https://doi.org/10.15358%2F2511-8676-2019-1-1

