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Conclusion 

In order to develop richer and more impactful understanding of current problems challenging 

customer-focused managers there is a need for more dialog and engagement between 

academics and practitioners. The workshop and the resulting four papers present a unique 

approach to synthesizing real world problems, solving them through rigorous research and 
offering current leading thinking within the scientific literature. The innovative, collaborative 
format of the workshop and the resulting impactful papers should serve as a motivation for 

future advancement of similar initiatives and we call for the development of more workshops 

that encourage collaboration at the academic-practitioner interface in order to ensure that 

future research in services marketing is both credible and impactful. The commentary in this 

paper could serve as a guideline for developing future workshops that aim at strengthening the 

links between academia and the business world. We hope that more publishers will sponsor, 
promote and organize such events and seek to publish resulting outputs, which would also 

help them maintain their own credibility in a shifting and increasingly challenging publishing 
environment. 
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