72

Bibliografia

BIBLIOGRAFIA

Aubert-Gamet, V. (1997). Twisting servicescapes: diversion of the physical environment
in a re-appropriation process. International Journal of Service Industry Management,
8, 26 - 41. Recuperado el 7 de septiembre del 2007 en EBSCO

Arnould, E.J., Price, L.L., Tierney, P. (1998). Communicative Staging of the Wilderness
Servicescape. Service Industries Journal, 18, 90 — 115. Recuperado el 7 de

septiembre del 2007 en EBSCO

Baker, J., Grewal, D., Parasuraman, A. (1994). The influence of store environment on
quality inferences and store image. Journal of the Academy of Marketing Science, 22,
328 - 339

Baker, S.M., Holland, J., Kaufman-Scarborough, C. (2007). How consumers with
disabilities perceive “welcome” in retail servicescapes: a critical incident study .
Journal of Services Marketing , 21, 160 - 173. Recuperado el 7 de septiembre del

2007 en Emerald

Bellizzi, J.A., Crowley, A.E. y Hasty, R.W. (1983). The effects of color on store design.
Journal of Retailing, 68, 21 - 45

Bellizzi, J.A., Hite, R.E. (1992). Environmental color, consumer feelings and purchase
likehood. Psychology & Marketing, 9, 347 - 363

Bitner, M.J. (1990). Evaluating service encounters: the effects of physical surroundings

and employee responses. Journal of Marketing, 54, 69 - 82



73

Bibliografia

Bitner, M.J. (1992). Servicescapes: The impact of physical surroundings on customers
and employees. Journal of Marketing, 56, 57 - 71. Recuperado el 7 de septiembre del

2007 en EBSCO

Bitner, M.J., Booms, B.H., Stanfield Tetreault, M. (1990). The service encounter:
diagnosing favorable and unfavorable incidents. Journal of Marketing , 54, 71 - 84
Booms, B.H., Bitner, M.J. (1982). Marketing services by managing the environment.
Cornell Hotel and Restaurant Administration Quartely, 23, 35 - 40

Countryman, C.C., Jang, S. (2006). The effects of atmospheric elements on customer
impression: the case of hotel lobbies . International Journal of Contemporary
Hospitality Management , 18, 534 - 545 . Recuperado el 7 de septiembre del 2007 en

Emerald

Dolich, 1.J. (1969). Congruence relationships between self images and product brands.

Journal of Marketing Research, 6, 80 - 84

Douglas, K.H., Kelley, S.W., Chung, B.C.(2003). A CIT investigation of servicescape
failures and associated recovery strategies . Journal of Services Marketing , 17, 322 —

340 . Recuperado el 7 de septiembre del 2007 en Emerald

Evans, G.W., Fellows, J., Zorn, M., Doty, K. (1980). Cognitive mapping and architecture.
Journal of Applied Psychology, 65, 474 - 478
Herrington, J.D., Capella, L.M. (1994). Practical application of music in service settings

Journal of Services Marketing, 8, 50 - 65



74

Bibliografia

Hightower, R. (2003). Framework for managing the Servicescape: a sustainable
competitive advantage. Marketing Management Journal, 13, 84 — 95. Recuperado el

7 de septiembre del 2007 en EBSCO

Hightower, R., Brady, M.K., Baker, T. (2002). Investigating the role of the physical
environment in hedonic service consumption: an exploratory study of sporting events.
Journal of Business Research, 55, 697 - 707

Kaplan, S. (1987). Aesthetics, affect, and cognition: Environmental preference from an
evolutionary perspective. Environment and Behavior, 19, 3 - 32

Knutson, B.J. (1988). Ten laws of customer satisfaction. Cornell Hotel and Restaurant
Administration Quartely, 29, 14 - 17

Landazuri, O.A.M., Teran, A.R.A. (1998). Estudios de Psicologia Ambiental en Latino
América (12 ed.) México: Benemérita Universidad Auténoma de Puebla.

Loveman, G.W. (1998). Employee satisfaction, customer loyalty, and financial
performance: an empirical examination of the service profit chain in retail banking.
Journal of Services Research, 1, 18 - 31

Lucas, A.F. (2003). The determinants and effects of slot servicescape satisfaction in Las
Vegas Hotel Casino. UNLV Gaming Research & Review Journal, 7, 1 - 19.

Recuperado el 7 de septiembre del 2007 en EBSCO

Malhotra, N.K. (2004). Marketing Research, an Applied Orientation (4% ed.) EE.UU.:
Pearson Prentice Hall.

Marketing News (1996). Marketing with music. 30, 1 - 21



75

Bibliografia

Markin, R.J., Lillis, C.M., Narayano, C. (1976). Social Psychological significance of
store space. Journal of Retailing, 52, 43 - 54, 94
Mehrabian, A. (1977). Individual differences in stimulus screening and arousability.

Journal of Personality, 45, 237 - 250

Mehrabian, A., Russell, J.A. (1974). An approach to environmental psychology.

Massachusetts, EE.UU.: MIT Press.

Milliman, R.E. (1986). The influence of background music on the behavior of restaurant

patrons. Journal of Consumer Research, 13, 286 - 289

Oakes, S. (2000). The influence of the musicscape within service environments. Journal
of Services Marketing, 14, 539 — 556. Recuperado el 7 de septiembre del 2007 en

Emerald

Parasuraman, A., Zeithaml, V.A., Berry, L. (1985). A conceptual model of service quality
and its implications for future research. Journal of Marketing, 49, 41 - 50

Peters, T.J. (1978). Symbols, Patterns and settings an optimistic case for getting things
done. Organizational Dynamics, 7, 3 - 23

Reimer, A., Kuehn, R. (2005). The impact of servicescape on quality perception.
European Journal of Marketing, 39, 785 — 808. Recuperado el 7 de septiembre del

2007 en Emerald

Richins, M.L., Bloch, P.H. (1986). After the New Wears off: the temporal context of

product involvement. Journal of Consumer Research, 43, 280 - 285



76

Bibliografia

Richins, M.L., Bloch, P.H. (1991). Post- purchase product satisfaction: incorporating the
effects of involvement and time. Journal of Business Research, 23, 145 - 158
Robson, S.K.A. (1999). Turning the tables: the psychology of design for high-volume

restaurants. Cornell Hotel and Restaurant Admisnitration Quarterly, 40, 56 - 63

Rosenbaum, M.S. (2005). The symbolic servicescape: Your kind is welcomed here.
Journal of Consumer Behaviour, 4, 257 - 267. Recuperado el 7 de septiembre del

2007 en EBSCO

Schmidt, R.A., Sapsford, R. (1995). Issues of gender and servicescape: marketing UK
public houses to women . International Journal of Retail & Distribution Management

, 23, 34 - 40 . Recuperado el 7 de septiembre del 2007 en Emerald

Sharma, A., Stafford, T.F. (2000). The effect of retail atmospherics on customers
perceptions of salespeople and customer persuasion: an empirical investigation.
Journal of Business Research. 49, 183 - 191

Shostack, G.L. (1977). Breaking free from product marketing. Journal of Marketing, 41,
73 -80

Shostack, G.L. (1987). Service positioning through structural change. Journal of
Marketing, 51, 34 - 43

Slatter, P.E., Whitfield, T.W. (1977). Room function and appropiateness judgments of

color. Perceptual and Motor Skills, 45, 1068 - 1070

Smith, P.C., Curnow, R. (1966). Arousal hypotheses and the effects of music on

purchasing behaviour. Journal of Applied Psychology, 50, 255 - 256



77

Bibliografia

Solomon, M.R. (1985). Packaging the service provider. Service Industries Journal, 5,

64- 72
Sommer, R. (1966). Man's proximate environment. Journal of Social Issues, 22, 59-70

Wakefield, K.L., Blodgett, J.G. (1994). The Importance of Servicescapes in Leisure
Service Settings . Journal of Services Marketing , 8, 66 - 76. Recuperado el 7 de

septiembre del 2007 en Emerald

Wakefield, K.L.,Blodgett, J.G. (1996). The effect of the servicescape on customers’
behavioral intentions in leisure service settings . Journal of Services Marketing , 10,

45 - 61. Recuperado el 7 de septiembre del 2007 en Emerald

Williams, R., Dargel, M. (2004). From servicescape to “cyberscape” . Marketing
Intelligence & Planning , 22, 310 - 320 . Recuperado el 7 de septiembre del 2007 en

Emerald

Zeithaml, V.A., Parasuraman, A., Berry, L.L. (1985). Problems and strategies in services

marketing. Journal of Marketing, 49, 33 - 46



