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p52 9. Reprinted with permission from S. P. Johnson, L. J. Menor, A. V. Routh, and R. B. Chase, “A Critical Evaluation of the New Service
Development Process,” in J. A. Fitzsimmons and M. J. Fitzsimmons (eds.), New Service Development, Sage Publications, Thousand Qaks, Calif.,

2000, p. 4.
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