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2009 
 

Artikler i reviewede videnskabelige  tidsskrifter 

 
Grønholdt, Lars & Martensen, Anne. “Management practices driving sustained 

business success”. Measuring Business Excellence, Vol. 13, No. 1, 2009, pp. 47-55. 

 

Martensen, Anne & Grønholdt, Lars. “Quality in higher education: Linking 

employers’ perceived performance and importance of graduate competencies”, 

International Journal of Quality and Service Sciences, Vol. 1, No. 1, 2009, 67-77.  

 
Artikler i bøger/antologier 

 
Martensen, Anne & Grønholdt, Lars. “Teens as Transmitters of the New Media”, in 

Pelsmacker, Patrick de & Dens, Nathalie (ed.), Advertising Research: Message, 

Medium and Context (pp. 235-247). Book of best papers from the 7
th

 International 

Conference on Research in Advertising – ICORIA 2008, Antwerp, Belgium, June 

2008. Antwerp, Belgium: Garant Publishers, 2009. 

 
Artikler/konferencebidrag trykt i proceedings (konferencer med reviewsystem) 

 

Martensen, Anne & Grønholdt, Lars. "The influence of tie strength in word-of-mouth 

communication: A segmentation approach". Proceedings of the 38th EMAC Conference, 

Nantes, France, 26-29 May 2009. Nantes, France: Audencia Nantes School of 

Management and EMAC (European Marketing Academy). 

 
Martensen, Anne & Grønholdt, Lars. “Word-of-mouth and emotions in a theory of 

reasoned action perspective”. Proceedings of the 8
th

 International Conference on 

Research in Advertising – ICORIA 2009, Klagenfurt, Austria, 25-27 June 2009. 

Klagenfurt, Austria: Klagenfurt University. 

 

Martensen, Anne & Grønholdt, Lars. “How quality and service drive brand equity”, 

Proceedings of the 12
th

 International Conference on Quality and Service Sciences 

(ICQSS), Verona, Italy, 27-29 August 2009. Verona, Italy: Verona University, Lund 

University and Linköping University, Sweden. Best paper award. 
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Grønholdt, Lars  & Martensen, Anne. “Development of leadership surveys: Link to 

key performance results”, Proceedings of the 12
th

 International Conference on 

Quality and Service Sciences (ICQSS), Verona, Italy, 27-29 August 2009. Verona, 

Italy: Verona University, Lund University and Linköping University, Sweden 

(forthcoming). 

 

 

2008 
 

Artikler i reviewede videnskabelige  tidsskrifter 

 

Martensen, Anne & Grønholdt, Lars. “Children’s influence on family decision 

making”, Innovative Marketing, Vol. 4, No. 4, 2008, pp. 14-22. 

 

Martensen, Anne & Grønholdt, Lars. “How events work: understanding consumer 

responses to event marketing”, Innovative Marketing, Vol. 4, No. 4, 2008, pp. 44-56. 

 

Artikler i bøger/antologier 
 

Hansen, Flemming, Lundsteen, Steen, Grønholdt, Lars & Lange, Karsten. "The 

Relative Role of Impact and Resonance in Determining the Effectiveness of Radio 

Advertising". In Costa Pereira, F., Verissimo, J. & P.C. Neijens, P.C. (eds.), New 

Trends in Advertising Research (Chapter 4, pp. 83-102). Lisbon, Portugal: Silabo 

Publishers, 2008. 

Martensen, Anne & Grønholdt, Lars. “Teens as transmitters of the new media”, in 

Pelsmacker, Patrick de & Dens, Nathalie (ed.), Book of best papers from the 7
th

 

International Conference on Research in Advertising – ICORIA 2008, Antwerp, 

Belgium, 27-28 June 2008 (the book does not have a definite title at present). 

Antwerp, Belgium: Garant, 2008 (forthcoming). 

 

Martensen, Anne, Bisgaard, Lene & Grønholdt, Lars. "Employee Loyalty in a Holistic 

Perspective", in Sangeetha, K. (ed.), Employee Loyalty – An Introduction (Chapter 7, 

pp. 68-97), Hyderabad, India: ICFAI Business School Research Center/ICFAI 

University Press, 2008. 

 

Artikler/konferencebidrag trykt i proceedings (konferencer med reviewsystem) 

 

Hansen, Flemming, Lundsteen, Steen, Grønholdt, Lars & Lange, Karsten. "The 

Relative Role of Impact and Resonance in Determining the Effectiveness of Radio 

Advertising". Proceedings of the American Academy of Advertising 50
th

 Anniversary 

Annual Conference, San Mateo, California, 27-30 March 2008. Dallas, Texas: 

American Academy of Advertising (AAA). 

 

Martensen, Anne & Grønholdt, Lars. “Teens as transmitters of the new media”. 

Proceedings of the 7
th

 International Conference on Research in Advertising – ICORIA 

2008, Antwerp, Belgium, 27-28 June 2008. Antwerp, Belgium: University of Antwerp 

Management School. 
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Grønholdt, Lars  & Martensen, Anne. “Driving profitable growth: A study of essential  

management practices”, Proceedings of the 11
th

 International QMOD Conference: 

Quality Management and Organizational Development, Helsingborg, Sweden, 20 – 

22 August 2008. Helsingborg, Sweden: Lund University Campus Helsingborg and 

Linköping University, Sweden. 

 
Anden skriftlig forskningsformidling 

  

Interview med Anne Martensen, Stig Jørgensen & Lars Grønholdt i artiklen ”Danske 

ledere er ikke gode nok” i Berlingske Tidende, Business sektionen, s. 4-5, 1. maj 

2008. 

 

 

2007 
 

Artikler i reviewede videnskabelige  tidsskrifter 

 

Martensen, Anne, Grønholdt, Lars, Bendtsen, Lars & Jensen, Martin Juul. 

“Application of a Model for the Effectiveness of Event Marketing”. Journal of 

Advertising Research, Vol. 47, No. 3 (September), 2007, pp. 283-301. 

 

Martensen, Anne, Dahlgaard, Jens J., Park-Dahlgaard, Su Mi & Grønholdt, Lars. 

“Measuring and Diagnosing Innovation Excellence – Simple contra advanced 

approaches - A Danish Study”. Measuring Business Excellence, Vol. 11, No. 4, 2007, 

pp. 51-65. 

 

Artikler i bøger/antologier 

 

Jørgensen, Jesper Krogh, Bisgaard, Lene, Grønholdt, Lars & Martensen, Anne. 

"Fokus på lønsom vækst i praksis – strategi og kultur skiller vandene". I: Børsen 

Ledelseshåndbøger: Relationship Management (Artikel 4.1). København: Børsen 

Forum, november 2007. 
 

Artikler/konferencebidrag trykt i proceedings (konferencer med reviewsystem) 

 

Grønholdt, Lars, Martensen, Anne, Jørgensen, Stig & Mollerup, Søren. 

“Demonstrating Return on Leadership: A Research-Based Consulting Tool”. 

Proceedings of the 3
rd

 International Conference on Management Consulting: Client-

Consultant Cooperation - Coping with Complexity and Change, Copenhagen, 31 May 

– 2 June 2007, organized by the Management Consulting Division (MCD) - Academy 

of Management and Copenhagen Business School. Copenhagen, Denmark: 

Copenhagen Business School. 

 

Lundsteen, Steen, Hansen, Flemming & Grønholdt, Lars. "The Relative Role of 

Impact and Resonance in Determining the Effectiveness of Radio Advertising". 

Proceedings of 6
th

 International Conference on Research in Advertising – ICORIA 

2007, Lisbon, Portugal, 29-30 June 2007. Lisbon, Portugal: The European 

Advertising Academy in association with Polythecnic Institute of Lisbon. 
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Anden skriftlig forskningsformidling 

  

Interview med Lars Grønholdt i artiklen ”Klassiske discipliner bag lønsom vækst” i 

Børsen, sektionen Executive, s. 8, 21. september 2007 

 

Interview med Anne Martensen & Lars Grønholdt i artiklen ”Medarbejdertilfredshed 

er en god investering”, Visitor (HORESTAs branchemagasin), nr. 9, 2007, s. 16-18. 

 

2006 

 

Artikler i reviewede videnskabelige tidsskrifter 

 

Martensen, Anne & Grønholdt, Lars. "Return on leadership". The Asian Journal on 

Quality, Vol. 6, No. 3, 2005, pp. 19-37 (udkommet i januar 2006). 

 

Grønholdt, Lars & Martensen, Anne. "Key Marketing Performance Measures". The 

Marketing Review, Vol. 6, No. 3, 2006, pp. 243-252. 

 

Martensen, Anne & Grønholdt, Lars. "Internal marketing: A study of employee 

loyalty, its determinants and consequences". Innovative Marketing, Vol. 2, No. 4, 

2006, pp. 92-116. 

 

Martensen, Anne & Grønholdt, Lars. “A Brand Equity Measurement and 

Management System”. Journal of Management Systems, Vol. 18, No. 1, 2006, pp. 54-

65. 

 

Bøger 

 

Grønholdt, Lars, Hansen, Flemming & Christensen, Lars Bech (red.), 

Markedskommunikation. Bind 1: Metoder og modeller i mediaplanlægning og 

reklamestyring.  København: Samfundslitteratur, 2006 

 

Grønholdt, Lars, Hansen, Flemming & Christensen, Lars Bech (red.), 

Markedskommunikation. Bind 2: Danske reklamemedier. København: 

Samfundslitteratur, 2006. 

 

Artikler i bøger/antologier 

 

Grønholdt, Lars & Martensen, Anne. "Redefinering af marketing: Ændringer og 

udfordringer". I: Børsen Ledelseshåndbøger: Relationship Management (Artikel 9.7). 

København: Børsen Forum, december 2005. 

 

Grønholdt, Lars. ”Reklamens effekt – modeller og deres praktiske anvendelse”. I: 

Grønholdt, L., Hansen, F. & Christensen, L.B. (red.), Markedskommunikation. Bind 

1: Metoder og modeller i mediaplanlægning og reklamestyring (Kapitel 8, pp. 177-

203). København: Samfundslitteratur, 2006. 

 

Martensen, Anne & Grønholdt, Lars. ”Brand equity – model, måling og anvendelse”. 

I: Grønholdt, L., Hansen, F. & Christensen, L.B. (red.), Markedskommunikation. Bind 
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1: Metoder og modeller i mediaplanlægning og reklamestyring (Kapitel 14, pp. 361-

376). København: Samfundslitteratur, 2006. 

 

Artikler/konferencebidrag trykt i proceedings (konferencer med reviewsystem) 

 

Martensen, Anne & Grønholdt, Lars. “Understanding tweens’ needs and motives for 

mobile phones: A means-end chain approach”. Proceedings of the 5
th

 International 

Conference on Research in Advertising – ICORIA 2006, Bath, UK, 30 June – 1 July 

2006. Bath, UK: School of Management, University of Bath. 

 

Grønholdt, Lars & Martensen, Anne. “A value chain approach to marketing 

performance measurement”. In: Neely, A., Kennerley, M. & Walters, A. (eds.) 

Performance Measurement and Management: Public and Private – Papers from the 5
th

 

International Conference on Performance Measurement and Management – PMA 

2006, London, UK, 25-28 July 2006, pp. 305-312. Cranfield, UK: Performance 

Measurement Association (PMA) and Centre of Business Performance, Cranfield 

School of Management, Cranfield University.  

 

Grønholdt, Lars, Martensen, Anne, Jørgensen, Stig & Mollerup, Søren. “Fra ledelse til 

lønsomhed: Empirisk dokumentation af sammenhængen”. Proceedings fra 

konferencen ‘En ny dagsorden for ledelse?’, afholdt af Det Danske Ledelsesakademi 

og Copenhagen Business School, København, 11.-12. december 2006. København: 

Det Danske Ledelsesakademi/Copenhagen Business School.  

 

Working papers 

 

Nielsen,  Jens Carsten, Martensen, Anne & Grønholdt, Lars. Guideline til valg af 

marketing performance-målinger. Working Paper, August 2006, Center for Marketing 

Communication, Institut for Afsætningsøkonomi. 

 

Anden skriftlig forskningsformidling 

  

Interview med Lars Grønholdt & Anne Martensen i artiklen ”Business Classic” i 

Berlingske Nyhedsmagasin - Guldnummeret, s. 20-24, 27. oktober 2006. 

 

 

2005 
 

Artikler i reviewede videnskabelige tidsskrifter 

 

Grønholdt, Lars & Martensen, Anne. "Analysing customer satisfaction data: a 

comparison of regression and artificial neural networks". International Journal of 

Market Research, Vol. 47, No. 2, 2005, pp. 121-130. 

 

Grønholdt, Lars & Martensen, Anne. "Marketing Redefined: Changes and 

Challenges". The Marketing Review, Vol. 5, No. 2, 2005, pp. 101-109. 

 

Artikler i bøger/antologier 
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Jørgensen, Jesper Krogh & Grønholdt, Lars. "Markedsudviklingsanalyse: Status og 

trends for de 500 største danske virksomheders markedsmæssige muligheder, 

udfordringer og trusler". Artikel 4.3 i Børsen Ledelseshåndbøger: Relationship 

Management, februar 2005. Og artikel 3.1 i Børsen Ledelseshåndbøger: 

Effektivisering, august 2005, København: Børsen Forum. 

 

Grønholdt, Lars, Martensen, Anne, Jørgensen, Stig, Thorbjørn, Kirsten & Mollerup, 

Søren. "Return on Leadership: Analyse af sammenhængen mellem ledelseskvalitet og 

lønsomhed". Artikel 4.5 i Børsen Ledelseshåndbøger: Relationship Management, 

København: Børsen Forum, august 2005. 

 

Artikler/konferencebidrag trykt i proceedings (konferencer med reviewsystem) 

 

Martensen, Anne & Grønholdt, Lars. “Return on leadership”, Proceedings of the 8
th
 

International QMOD 2005 Conference: Quality Management and Organizational 

Development, Palermo, Italy, 29 June – 1 July 2005 (pp. 25-37). Palermo, Italy: 

University of Palermo, Italy, and University of Linköping, Sweden. 

 

Grønholdt, Lars & Martensen, Anne. “Developing a conceptual model of reputation in 

higher education”, Proceedings of the 8
th

 International QMOD 2005 Conference: 

Quality Management and Organizational Development, Palermo, Italy, 29 June – 1 July 

2005 (pp. 225-236). Palermo, Italy: University of Palermo, Italy, and University of 

Linköping, Sweden. 

 

Martensen, Anne & Grønholdt, Lars. “Competencies of higher education graduates:  

Do they reflect employers’ needs?”, Proceedings of the 8th Toulon-Verona Conference 

on Quality in Services, Palermo, Italy, 8 – 9 September 2005. Palermo, Italy: University 

of Palermo. 

 

Martensen, Anne & Grønholdt, Lars. “From reputation measurement to quality 

management in higher education”, Proceedings of the 8
th
 Toulon-Verona Conference 

on Quality in Services, Palermo, Italy, 8 – 9 September 2005. Palermo, Italy: University 

of Palermo. 

 

Working papers 

 

Martensen, Anne & Grønholdt, Lars. Reputation in Higher Education: Development, 

Validation and Application of a Model. Research Paper No. 1, March 2005, Institut 

for Afsætningsøkonomi.  

Available from Research@CBS: http://ep.lib.cbs.dk/paper/ISBN/x656467478. 

 

Anden skriftlig forskningsformidling 

  

Interview med Anne Martensen & Lars Grønholdt under overskriften ”God ledelse 

aflejres på bundlinjen” i Børsen, sektionen Executive, s. 2-3, 17. juni 2005. 

 

Interview med Lars Grønholdt under overskriften ”Forsikringsreklame uden effekt” i 

Børsen, sektionen Investor, s. 6, 19. september 2005.  
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2004 
 

Artikler i reviewede videnskabelige tidsskrifter 

 

Martensen, Anne & Grønholdt, Lars. "Understanding and Modelling Brand Equity". 

The Asian Journal on Quality, Vol. 4, No. 2, December 2003, pp. 73-100. 

 

Martensen, Anne & Grønholdt, Lars. “Building Brand Equity: A Customer-Based 

Modelling Approach”. Journal of Management Systems, Vol. 16, No. 3, 2004, pp. 37-

51. 

 

Artikler i bøger/antologier 

 

Martensen, Anne & Grønholdt, Lars. "Måling af brand equity: En ny model, resultater 

og praktisk anvendelse". Artikel 4.5 i Børsen Ledelseshåndbøger: Loyalitetsudvikling, 

København: Børsen Forum, februar 2004. Og artikel 8.1 i Børsen Ledelseshåndbøger: 

Relationship Management, København: Børsen Forum, juli 2004. 

 

Grønholdt, Lars & Lund, Klaus. "Kunden i centrum anno 2003 – de nyeste 

landvindinger". Artikel 7.14 i Børsen Ledelseshåndbøger: Strategi og Ledelse, 

København: Børsen Forum, maj 2004. 

 

Artikler/konferencebidrag trykt i proceedings (konferencer med reviewsystem) 

 

Grønholdt, Lars & Martensen, Anne. "Validating and applying a customer-based 

brand equity model". Proceedings of the 33rd EMAC Conference, Murcia, Spain, 18-

21 May 2004. Murcia, Spain: Department of Marketing, University of Murcia and 

EMAC (European Marketing Academy). 

 

Martensen, Anne & Grønholdt, Lars. “Building Customer-Brand Relationships on the 

Internet: Development of an Online Brand Equity Model”, Proceedings of the 8
th

 RI 

Research Conference: International Conference on Corporate Reputation, Image, 

Identity and Competitiveness, Fort Lauderdale, Florida, 20-23 May 2004. New York: 

Reputation Institute. 

 

Grønholdt, Lars & Martensen, Anne. “A Case Study in Building Customer-Brand 

Relationships on the Internet: Application of an Online Brand Equity Model”, 

Proceedings of the 8
th

 RI Research Conference: International Conference on 

Corporate Reputation, Image, Identity and Competitiveness, Fort Lauderdale, 

Florida, 20-23 May 2004. New York: Reputation Institute. 

 

Martensen, Anne & Grønholdt, Lars. “Developing a conceptual model of customer-

based brand equity”, Proceedings of the 3
th

 International Conference on Research in 

Advertising (ICORIA), Oslo, 6-8 June 2004. Sandvika, Norway: Handelshøyskolen 

BI. 

 

Grønholdt, Lars & Martensen, Lars. “A model of brand equity: Validation and 

managerial applications”, Proceedings of the 3
th

 International Conference on Research 

in Advertising (ICORIA), Oslo, 6-8 June 2004. Sandvika, Norway: Handelshøyskolen 

BI. 
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Martensen, Anne & Grønholdt, Lars. “A model of library users’ satisfaction and 

loyalty: A measurement and management tool – En model for brugertilfredshed og -

loyalitet i biblioteker: Et måle- og ledelsesværktøj”, At skabe organisationer med 

mennesker i centrum: medarbejderen og brugeren – Program, abstracter og 

PowerPoints fra Nordiske Videnskabelige Biblioteksforeningers Forbunds (NVBFs) 

forårskonference, Reykjavik, 7.-8. juni 2004. Reykjavik, Island: Undervisnings-, 

forsknings- og kulturministeriet. 

 

Martensen, Anne & Grønholdt, Lars. “Measurement and management of brand 

equity”. In: Neely, A., Kennerley, M. & Walters, A. (eds) Performance Measurement 

and Management: Public and Private – Papers from the 4
th

 International Conference 

on Performance Measurement and Management – PMA 2004, Edinburgh, UK, 28-30 

July 2004, pp. 635-642. Cranfield, UK: Performance Measurement Association 

(PMA) and Centre of Business Performance, Cranfield School of Management, 

Cranfield University.  

 

Martensen, Anne, Nørhede, Alice & Grønholdt, Lars. “Quality management in 

libraries: A Danish case study”, Proceedings of the 7
th
 International QMOD 2004 

Conference: Quality Management and Organizational Development, Monterrey, 

Mexico, 4-6 August 2004. Monterrey, Mexico: Monterrey Institute of Technology (Tec 

de Monterrey) and Linköping University, Sweden. 

 
 

2003 
 

Artikler i reviewede videnskabelige tidsskrifter 

 

"Improving library users’ perceived quality, satisfaction and loyalty: An integrated 

measurement and management system" (with Anne Martensen). Journal of Academic 

Librarianship, Vol. 29, No. 3 (May),  2003, pp. 140-147. 

 

“Modelling Drivers of Excellent Environmental Management” (with Peter Neergaard 

& Anne Martensen). EURO ASIA Journal of Management, Vol. 13, No 1 (June), 

2003, pp. 75-85. 

 

Artikler/konferencebidrag trykt i proceedings (konferencer med reviewsystem) 

 

"Measuring and managing user satisfaction in Danish libraries" (with Anne 

Martensen). Proceedings of the 32nd EMAC Conference, Glasgow, Scotland, 20-23 

May 2003. Glasgow, Scotland: Department of Marketing, University of Strathclyde 

and EMAC (European Marketing Academy).  

 

“The employee-customer-profit chain: Estimating and managing the linkages” (with 

Anne Martensen). In: Palmer, A. (ed.), Refreshing the Challenge of Relationship 

Marketing: Proceedings of the 11
th

 International Colloquium in Relationship 

Marketing, 15-17 September 2003, Cheltenham. Cheltenham, UK: University of 

Gloucestershire, 2003. 
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“Understanding and modelling brand stremgth” (with Anne Martensen). Proceedings of 

the 6
th
 Conference on Quality Management and Organizational Development - QMOD 

2003, Paris, 1-3 October 2003. Paris: L’Institut International du Management, 

Conservatoire National  des Arts et Metiers (CNAM). 
 

“Brand excellence: Application of a brand strength model” (with Anne Martensen). 

Proceedings of the 6
th
 Conference on Quality Management and Organizational 

Development - QMOD 2003, Paris, 1-3 October 2003. Paris: L’Institut International du 

Management, Conservatoire National  des Arts et Metiers (CNAM). 

 

 

2002 
 

Artikler i reviewede videnskabelige tidsskrifter 
 

"Modelling purchases as a function of advertising and promotion" (med Flemming 

Hansen & Lotte Yssing Hansen). International Journal of Advertising, Vol. 21, No. 1, 

2002, pp. 115-135. 

 

Artikler i bøger/antologier 

 

"Customer satisfaction and business performance" (med Kai Kristensen & Anne 

Martensen). In: Neely, Andy (ed.) Business performance measurement: Theory and 

practice, Cambridge, UK: Cambridge University Press, 2002, pp. 279-294. 

 

"Sammenhængen mellem medarbejderloyalitet, kundeloyalitet og lønsomhed – 

Empirisk dokumentation" (med Anne Martensen). Artikel 2.2 i Børsen 

Ledelseshåndbøger: Loyalitetsudvikling, København: Børsen Forum, februar 2002. 

Og artikel 10.1 i Børsen Ledelseshåndbøger: Relationship Management, København: 

Børsen Forum, juli 2004. 

 

Artikler/konferencebidrag trykt i proceedings (konferencer med reviewsystem) 

 

"The employee-customer-profit chain: Measuring and understanding the links" (with 

Anne Martensen). Proceedings of the 31
th

 EMAC Conference, Braga, Portugal, 28-31 

May 2002. Braga, Portugal: University of Minho and EMAC (European Marketing 

Academy). 

 

“STAS and logit modelling of advertising and promotion effects” (with Flemming 

Hansen & Lotte Y. Hansen). In: Spots, H.E. (ed.) Developments in Marketing 

Science, Vol. XXV - Proceedings of the Annual Conference of the Academy of 

Marketing Science, Florida, 29 May – 1 June, 2002. 

 

"A holistic model of employee loyalty: Using neural networks to improve employee 

loyalty and human resource management" (with Anne Martensen & Peter Jensen). 

Procedings of the 7
th

 World Congress for Total Quality Management, Verona, Italy, 

25-27 June 2002, Volume 1, pp. 615-628.  Verona, Italy: University of Verona, 

Faculty of Economics. 
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"Customer satisfaction and loyalty modeling: A comparison of regression and 

artificial neural networks" (with Anne Martensen). Procedings of the 7
th

 World 

Congress for Total Quality Management, Verona, Italy, 25-27 June 2002, Volume 2, 

pp. 111-117.  Verona, Italy: University of Verona, Faculty of Economics. 

 

"A library performance measurement and management system: Modelling user 

evaluations of library resources and services" (with Anne Martensen). In: Neely, 

Andy, Walters, Angela & Austin, Rob (ed.) Performance Measurement and 

Management 2002: Research and Action. Papers from the Third International 

Conference on Performance Measurement and Management – PMA 2002, Boston, 

Massachusetts USA, 17-19 July 2002, pp. 663-670.  Cranfield, UK: Centre for 

Business Performance, Cranfield School of Management, Cranfield University. 

 

"Measuring and linking three dimensions of performance: The employee-customer-

profit loop" (with Anne Martensen). In: Neely, Andy, Walters, Angela & Austin, Rob 

(ed.) Performance Measurement and Management 2002: Research and Action. 

Papers from the Third International Conference on Performance Measurement and 

Management – PMA 2002, Boston, Massachusetts USA, 17-19 July 2002, pp. 243-

248.  Cranfield, UK: Centre for Business Performance, Cranfield School of 

Management, Cranfield University. 

 

"Focus on people: Developing and applying a holistic model of employee loyalty" 

(with Anne Martensen). Proceedings of the 10th International Colloquium in 

Relationship Marketing – ICRM 2002, Department of Marketing, University of 

Kaiserslautern, Kaiserslautern, Germany, 29 September – 2 October 2002. 

 

"A model of user satisfaction and loyalty in Danish libraries: A new strategic and 

benchmarking tool" (with Anne Martensen). Proceedings of the 5th International 

QMOD Conference: Quality Management and Organisational Development, Busan, 

Korea, 29-31 October 2002. 

 

"From people to profit: How loyal employees and customers improve the bottom line" 

(with Anne Martensen). Proceedings of the 5th International QMOD Conference: 

Quality Management and Organisational Development, Busan, Korea, 29-31 October 

2002. 

 

Working papers 

 

En holistisk model for medarbejderloyalitet: Determinanter og effekt på 

virksomhedens værdi (med Anne Martensen & Lene Bisgaard). Research Paper, Nr. 2, 

Februar 2002, Institut for Afsætningsøkonomi. 

 

 

2001 

 
Artikler i reviewede internationale tidsskrifter 

 
"Using employee satisfaction measurement to improve people management: an 

adoptation of Kano's quality types" (with Lars Grønholdt). Total Quality 

Management, Vol. 12, No. 7/8 (December), 2001, pp. 949-957. 
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Artikler i bøger/antologier 

 

"Reklamens effekt: Modeller og deres praktiske anvendelse". I Kommunikation, 

mediaplanlægning og reklamestyring. Bind I: Metoder og modeller, red. af Flemming 

Hansen, Gitte B. Lauritsen & Lars Grønholdt, København: Samfundslitteratur, 2001, 

kap. 9, s. 178-202. 

 

"Et holistisk syn på medarbejderloyalitet: Hvad påvirker medarbejderloyaliteten? Og 

hvad er effekten på virksomhedens værdi?" (med Anne Martensen & Lene Bisgaard). 

Artikel 4.2 i Børsen Ledelseshåndbøger: Loyalitetsudvikling, København: Børsen 

Forum, maj 2001. Og artikel 5.1 i Børsen Ledelseshåndbøger: Relationship 

Management, København: Børsen Forum, juli 2004. 

 

Artikler/konferencebidrag trykt i proceedings (konferencer med reviewsystem) 

 

"A new approach to modelling the effect of advertising" (with Anne Martensen & 

Flemming Hansen). Proceedings of the 30
th

 EMAC Conference, Bergen, Norway, 8-

11 May 2001. Bergen, Norway: Norges Handelshøyskole and EMAC (European 

Marketing Academy). 

 

"Analysing the effect of advertising on purchase using STAS and logit modelling"  

(with Lotte Y. Hansen). Proceedings of the 30
th

 EMAC Conference, Bergen, Norway, 

8-11 May 2001. Bergen, Norway: Norges Handelshøyskole and EMAC (European 

Marketing Academy). 

 

"Using employee satisfaction measurement to improve people management: an 

adoptation of Kano's quality types" (with Anne Martensen). Procedings of the 6
th

 

World Congress for Total Quality Management, Saint Petersburg, Russia, 20-22 June 

2001, Volume 1, pp 463-472.  Saint Petersburg, Russia: Stockholm School of 

Economics in Saint Petersburg. 

 

"Linking employee loyalty, customer loyalty and profitability" (with Anne 

Martensen). Procedings of the 6
th

 World Congress for Total Quality Management, 

Saint Petersburg, Russia, 20-22 June 2001, Volume 1, pp. 332-339. Saint Petersburg, 

Russia: Stockholm School of Economics in Saint Petersburg. 

 

"Success in environmental management: modelling drivers of best practice" (with 

Peter Neergaard & Anne Martensen). Procedings of the 6
th

 World Congress for Total 

Quality Management, Saint Petersburg, Russia, 20-22 June 2000, Volume 1, pp. 137-

146. Saint Petersburg, Russia: Stockholm School of Economics in Saint Petersburg. 

 

"A holistic view of employee loyalty: determinants and effects on company value" 

(with Anne Martensen). Proceedings of the Fourth International QMOD Conferenc:  

Quality Management and Organizational Excellence, Linköping University, 

Linköping, Sweden, 12-14 September 2001, pp. 64-82. 

 

Anden skriftlig forskningsformidling 
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"Hvor stor er kunderelationens loyalitetsopbyggende effekt?" (med Anne Martensen). 

FACTS om afsætningsøkonomisk forskning, Nr. 15 (maj), 2001, 

Afsætningsøkonomisk Forskningsråd/Dansk Markedsføringsforbund. 

 

“Employee’s loyalty – client’s loyalty – company’s profitability” (with Anne 

Martensen), Personal Mix, No. 6&7, 2001, pp. 47-50 (in Russian). 

 

 

2000 
 

Artikler i reviewede videnskabelige tidsskrifter 

 

“Measuring customer satisfaction: A key dimension of business performance” (with 

Kai Kristensen and Anne Martensen). International Journal of Business Performance   

Management, Vol. 2, No. 1/2/3 (July), 2000, pp. 157-170. 

 

“The drivers of customer satisfaction and loyalty: Cross-industry findings from 

Denmark” (with Anne Martensen and Kai Kristensen). Total Quality Management, 

Vol. 11, No. 4/5/6 (July), 2000, pp. 544-553. 

 

“The relationship between customer satisfaction and loyalty: Cross-industry 

differences” (with Anne Martensen and Kai Kristensen). Total Quality Management, 

Vol. 11, No. 4/5/6 (July), 2000, pp. 509-514. 

 

“Customer satisfaction measurement at Post Denmark: Results of application of the 

European Customer Satisfaction Index methodology” (with Kai Kristensen and Anne 

Martensen). Total Quality Management, Vol. 11, No. 7 (September), 2000, pp. 

S1007-S1015. 

 

“Measuring student oriented quality in higher education: application of the ECSI 

methodology” (with Lars Grønholdt, Jocob K. Eskildsen & Kai Kristensen). Sinergie 

- Rapporti di ricerca, Vol. 18, No. 9, 2000, pp. 371-383. 

 

“Benchmarking student satisfaction in higher education based on the ECSI 

methodology” (with Jacob K. Eskildsen, Lars Grønholdt & Kai Kristensen). Sinergie - 

Rapporti di ricerca, Vol. 18, No. 9, 2000, pp. 385-402. 

 

Artikler/konferencebidrag trykt i proceedings (konferencer med reviewsystem) 
 

"Customer satisfaction and customer loyalty in the Danish banking sector: Theory, 

application and benchmarking" (with Kai Kristensen and Anne Martensen). 

Proceedings of the 44td European Quality Congress, Budapest, Hungary, 12-16 June 

2000, Vol. 2, pp. 54-62. Bern, Switzerland: European Organization for Quality 

(EOQ). 

 

"Modelling and measuring employee satisfaction and loyalty" (with Anne Martensen, 

Su Mi Park Dahlgaard and Jens J. Dahlgaard). Proceedings of the Third International 

Conference on Building People and Organizational Excellence, The Aarhus School of 

Business, Denmark, 20-22 August 2000, pp. 310-324. 
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1999 
 

Artikler i reviewede videnskabelige tidsskrifter 

 

“Measuring the impact of buying behaviour on customer satisfaction” (with Kai 

Kristensen and Anne Martensen). Total Quality Management, Vol. 10, No. 4/5 (July), 

1999, pp. S602-S614. 

 

Artikler/konferencebidrag trykt i proceedings (konferencer med reviewsystem) 

 

“Customer satisfaction measurement at Post Denmark: Results of application of the 

ECSI methodology” (with Kai Kristensen and Anne Martensen). Paper presented at 

Workshop on Customer Satisfaction: Theory and Measurement, Vienna, 20-21 May 

1999, organised by University of Economics, Vienna. 

 

“Measuring student oriented quality in higher education: Application of the ECSI 

methodology” (with Lars Grønholdt, Jacob K. Eskildsen and Kai Kristensen). 

Proceedings of Conference on TQM for Higher Education Institutions II, Verona, 

Italy, 30-31 August 1999.  

 

“Benchmarking student satisfaction in higher education based on the ECSI 

methodology” (with Jacob K. Eskildsen, Lars Grønholdt and Kai Kristensen). 

Proceedings of Conference on TQM for Higher Education Institutions II, Verona, 

Italy, 30-31 August 1999. 

 

Anden skriftlig forskningsformidling 

 

"Customer value = shareholder value" (med Anne Martensen og Kai Kristensen). 

Ledelse i Dag, Vol. 9, No. 2, sommer 1999, pp. 160-165. 

 

 

1998  
 

Artikler/konferencebidrag trykt i proceedings (konferencer med reviewsystem) 

 

“Customer satisfaction and business excellence” (with Kai Kristensen and Anne 

Martensen). Paper presented at The First International Conference on Performance 

Measurement, University of Cambridge, UK, July 1998. In Neely, A.D. and D.B. 

Waggooner (eds.), Performance Measurement – Theory and Practice, Cambridge, 

UK: Centre for Business Performance, University of Cambridge, 1998. 

 

Working papers 

 

Kundetilfredshed – Determinanter og effekter (med Anne Martensen). Working Paper 

No. 104, Institut for Informationsbehandling, Handelshøjskolen i Århus, 187 sider. 

 

Anden skriftlig forskningsformidling 
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“Fokus på kunder og kvalitet” (med Kai Kristensen og Anne Martensen). Kronik i 

dagbladet Børsen, 12. januar 1998. 

 

“Kundetilfredshed, loyalitet og indtjening” (med Kai Kristensen og Anne Martensen). 

Ledelse og Erhvervsøkonomi, Vol. 62, No. 1 (April), 1998, pp. 7-24. 

 

“Dansk KundeIndex starter nu” (med Kai Kristensen og Anne Martensen). 

Markedsføring, No. 17, 28 October 1998. 

 


