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pp. 51-65.

Artikler i bager/antologier

Jargensen, Jesper Krogh, Bisgaard, Lene, Gregnholdt, Lars & Martensen, Anne.
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Gronholdt, Lars. "Reklamens effekt — modeller og deres praktiske anvendelse”. I:
Grgnholdt, L., Hansen, F. & Christensen, L.B. (red.), Markedskommunikation. Bind
1: Metoder og modeller i mediaplanlegning og reklamestyring (Kapitel 8, pp. 177-
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forsknings- og kulturministeriet.

Martensen, Anne & Grgnholdt, Lars. “Measurement and management of brand
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de Monterrey) and Linkoping University, Sweden.
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"Measuring and managing user satisfaction in Danish libraries” (with Anne
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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™ International Colloquium in Relationship
Marketing, 15-17 September 2003, Cheltenham. Cheltenham, UK: University of
Gloucestershire, 2003.



“Understanding and modelling brand stremgth” (with Anne Martensen). Proceedings of
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Conservatoire National des Arts et Metiers (CNAM).

“Brand excellence: Apglication of a brand strength model” (with Anne Martensen).
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Anne Martensen). Proceedings of the 31" EMAC Conference, Braga, Portugal, 28-31
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“STAS and logit modelling of advertising and promotion effects” (with Flemming
Hansen & Lotte Y. Hansen). In: Spots, H.E. (ed.) Developments in Marketing
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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" 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.



"Customer satisfaction and loyalty modeling: A comparison of regression and
artificial neural networks" (with Anne Martensen). Procedings of the 7" 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,
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"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 pa

virksomhedens veerdi (med Anne Martensen & Lene Bisgaard). Research Paper, Nr. 2,
Februar 2002, Institut for Afsaetningsgkonomi.
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Artikler i reviewede internationale tidsskrifter

"Using employee satisfaction measurement to improve people management: an
adoptation of Kano's quality types" (with Lars Grgnholdt). Total Quality
Management, Vol. 12, No. 7/8 (December), 2001, pp. 949-957.
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"Reklamens effekt: Modeller og deres praktiske anvendelse”. | Kommunikation,
mediaplanlaegning og reklamestyring. Bind I: Metoder og modeller, red. af Flemming
Hansen, Gitte B. Lauritsen & Lars Grgnholdt, Kgbenhavn: Samfundslitteratur, 2001,
kap. 9, s. 178-202.

"Et holistisk syn pa medarbejderloyalitet: Hvad pavirker medarbejderloyaliteten? Og
hvad er effekten pa virksomhedens veerdi?" (med Anne Martensen & Lene Bisgaard).
Artikel 4.2 i Barsen Ledelseshandbgger: Loyalitetsudvikling, Kgbenhavn: Bgrsen
Forum, maj 2001. Og artikel 5.1 i Bgrsen Ledelseshandbgger: Relationship
Management, Kegbenhavn: Bgrsen Forum, juli 2004.
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"A new approach to modelling the effect of advertising” (with Anne Martensen &
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11 May 2001. Bergen, Norway: Norges Handelshgyskole 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" EMAC Conference, Bergen, Norway,
8-11 May 2001. Bergen, Norway: Norges Handelshgyskole 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
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™ 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™ 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, Linkdping University,
Linkdping, Sweden, 12-14 September 2001, pp. 64-82.
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"Hvor stor er kunderelationens loyalitetsopbyggende effekt?" (med Anne Martensen).
FACTS om  afsetningsekonomisk  forskning, Nr. 15 (maj), 2001,
Afsatningsgkonomisk Forskningsrad/Dansk Markedsfaringsforbund.

“Employee’s loyalty — client’s loyalty — company’s profitability” (with Anne
Martensen), Personal Mix, No. 6&7, 2001, pp. 47-50 (in Russian).
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“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 Grenholdt, 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
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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 Grenholdt, Jacob K. Eskildsen and Kai Kristensen).
Proceedings of Conference on TQM for Higher Education Institutions Il, Verona,
Italy, 30-31 August 19909.

“Benchmarking student satisfaction in higher education based on the ECSI
methodology” (with Jacob K. Eskildsen, Lars Grenholdt and Kai Kristensen).
Proceedings of Conference on TQM for Higher Education Institutions Il, 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, Handelshgjskolen i Arhus, 187 sider.

Anden skriftlig forskningsformidling
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“Fokus pa kunder og kvalitet” (med Kai Kristensen og Anne Martensen). Kronik i
dagbladet Bgrsen, 12. januar 1998.

“Kundetilfredshed, loyalitet og indtjening” (med Kai Kristensen og Anne Martensen).
Ledelse og Erhvervsgkonomi, VVol. 62, No. 1 (April), 1998, pp. 7-24.

“Dansk Kundelndex starter nu” (med Kai Kristensen og Anne Martensen).
Markedsfgring, No. 17, 28 October 1998.
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