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PERSONAL INSIGHT

	 Finding Service Gaps in the  
Age of e-Commerce 
A. Parasuraman revisits the original SERVQUAL 
framework, showing how tried-and-tested 
assessment tools can give your firm’s service 
efforts much-needed direction and focus in 
light of the growing role of technology in service 
delivery.  30

WIDER INSIGHT
65	 All That Jazz 

Chris Washburne, jazz trombonist and music 
teacher, talks about how executives can inject 
some improv into their organizations.

LAST INSIGHT	
70	Communicating Like a King 

Santiago Álvarez de Mon suggests five tips for 
connecting with a crowd, on the 50th anniver-
sary of Martin Luther King’s legendary “I Have a 
Dream” speech.

BUSINESS INSIGHT
60	Media Markt: How to Achieve  

Online Success? 
Andreas G. Seitz (C&A), Fabrizio Ferraro 
(Nestlé-Nespresso) and Javier Vidal de la Cruz 
(Henkel Beauty Care) discuss the strategic 
and operational implications of the European 
electronics and home appliance giant delving 
back into the Web.

	 When Giving Your Customers  
Less Is More 
Peter Fader debunks the myths surrounding 
customer centricity, urging managers to 
recontextualize the role of CRM as part of a 
wider customer-centric strategy. 15

	 Reading the Signs of Your  
Customer Value 
Julián Villanueva explains how to design and 
implement a customer equity dashboard that will 
serve to pinpoint exactly where the company is 
gaining and losing value. 24

EXPERT INSIGHT

	 Editorial
4	 Antonio Argandoña spots opportunities for 

those with eyes to see.

MY INSIGHT
5	 José M. González-Páramo insists that 

securitization has a bad rap: It’s high time 
to restore confidence in this vital economic 
instrument.

6	 Francis Gouillart commends “co-creation” as a 
way of recognizing that business is ultimately 
about the human experience.

EARLY Insight
7	 Retail trends, measuring innovation in health 

care and sales teams, a novel trading strategy, 
the pressure to go green, and globalization: is it 
making us fat?

The Rise of the Customer 
Centric Firm
Traditional marketing is 
not enough: Follow these 
strategies for putting your 
customers front and center.

DEEP Insight
Dossier
insight
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Strategy 

15 Not all are Worthy
When Giving Your 
Customers Less Is More
By Peter Fader 

DeeP
insight

T raditional marketing is not enough: Follow these 
strategies for putting your customers front and center.

Illustrations by ADRIÀ fRuItós

MarKetINg

24 Customer equity 
Dashboard
Reading the Signs of 
Your Customer Value
By Julián Villanueva

SerVICe & OPeratIONS

30 SerVQUaL 
revisited
Finding Service Gaps in 
the Age of e-Commerce
By a. Parasuraman

“A company without dreams 
is a company without spirit”
Carlos Añaños, Managing Director 
of AJE Group, credits hard work 
and a low-cost strategy for the 
Latin American beverage maker’s 
international expansion. 39

Emerging Markets: Look 
Before You Leap
Tarun Khanna and Krishna Palepu 
clear up the confusion over whether 
a market is or isn’t emerging, helping 
managers to leverage emerging 
opportunities in all their guises. 44

EXPERT INSIGHT
52	T ips to Foster Ownership in 

Your Organization  
Josep Tàpies and Lucía Ceja list the 
practical things that companies can 
do to sow the seeds of psychological 
ownership, building strong 
emotional ties that cause workers to 
identify closely with their business.
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