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The Center for Services Leadership 

Who We Are 

The Center for Services Leadership is a ground-
breaking research center within the W. P. Carey 
School of Business at Arizona State University that 
concentrates on expanding service innovation by 
combining the latest scientific insights from the aca-
demic world with the best of business strategy in the 
real world. 

The CSL was created in 1985 as a response to the 
unique set of challenges that companies faced. While 
others were focusing on products and manufacturing 
enterprises, the CSL pioneered the study of service. 
Today, the Center is globally recognized authority 
and thought leader in the science of competing stra-
tegically through the profitable use of service.   

Core Strategies 

 To conduct and support relevant, meaningful, 
and rigorous research to advance the science of 
service across disciplines. 

 To provide access to knowledge and knowledge 
transfer related to the science of service for pro-
fessionals and students (UG, Masters and PhD). 

 To connect and facilitate productive relationships 
among academic, industry and societal leaders to 
advance the theory and practice of service.  

 To secure current self-sustaining financial model 
and continue to contribute financially to WPC and 
ASU. 

Key Activities and Partnerships 

 Student Education 

 Problem-Focused Research 

 Executive and Professional Development 

 Corporate Membership 

For More Information 

Please visit http://wpcarey.asu.edu/csl 

 

To be the premier self-sustaining and cross-
disciplinary university center devoted to what is 
now, next and after-next in service research and 
education.  

Our vision 

 

To make a positive difference in how the world is 
served. 

Our purpose 

Our values: Excellence, Integrity, Impact, Community 

 

Bringing the science of service to life by connect-
ing academic, industry, and societal leaders, in 
community, to discover and unleash the power of 
service(s). 

Our overall approach 
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Compete Through Service Symposium 

The Annual Compete Through Service Symposium 

“is the gathering of the lions, the place where the 

best come to learn from one another.” 

Dale Dauten, NaƟonally Syndicated Columnist 
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Compete Through Service Symposium 

This unique, annual learning experience was designed by the  
Center for Services Leadership, the country’s leading and most respected 
academic research center focused on the subject of services.  The Symposium 
has a proven track record of providing execuƟves with effecƟve tools to ena-
ble their companies to compete through the strategic use of service. 

The event gathers together senior execuƟve speakers from a variety of indus-
tries who provide mini‐case studies in services innovaƟon.  We combine 
them with academicians and thought‐leaders who show the broader per-
specƟve.  The event brings approximately 200 senior-level parƟcipants 
aƩendees out of their industry myopia and generates fresh ideas on how to 
infuse  

What is the Compete Through Service Symposium? 

A premier learning experience helping execuƟves compete through the stra-
tegic use of service and an unrelenƟng focus on the customer.  The Symposi-
um inspires and equips execuƟves to create or enhance: 

 New, innovaƟve services 

 A culture characterized by a customer-centric focus, employee and cus-
tomer loyalty and service excellence with the goals of increasing sustaina-
ble compeƟƟve advantage and profits  

 Exemplary, “out-of-the-box” customer service 

 Value-added, revenue-producing services 

 Underlying all…A focus on the customer 

The Compete Through Service Symposium Vision 
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Compete Through Service Symposium 

Compete Through Service  
Symposium—Focusing on Culture 

and Technology 
to Achieve Service Excellence 

 
It takes an interplay of high quality 
people and an intelligent use of tech-
nology in order for a services business 
to adapt, grow, and thrive.  While tech-
nology rapidly evolves, organizaƟonal 

culture remains a constant.  This year’s Compete Through Service Symposium 
will examine and look at both sides of that equaƟon. 

Culture – Despite ever changing technology, culture remains at the heart of 
any service business.  Without a strong service culture and the people dedi-
cated to uphold it, service experiences will fail. Technology can be bought, 
but culture must be built over Ɵme, and oŌen is hard to imitate. People are 
also a company’s most important asset and a major source of compeƟƟve ad-
vantage.  CTS will provide insights, cases, and tools on how to recruit, train, 
retain, and LEAD people in order to grow and culƟvate a true culture of ser-
vice within your organizaƟon. 

Technology – ImplemenƟng and managing technological resources and tools 
is essenƟal for any organizaƟon. In our age, the tech environment is constant-
ly changing.  At CTS, we will explore how technology – especially disrupƟve 
technologies such as roboƟcs, AI, and virtual reality – and data will be shaping 
the landscape of the service 
world.  We will look at how tech-
nology both enhances and ele-
vates exisƟng services as well as 
how it creates enƟrely new service 
offerings and businesses. 

Symposium Content Themes for 2018 

For each of these themes, we are looking for a 

B2B, a B2C and a “Thought Leader” (academic, 

consultant, author, etc.) for the main stage and 

two breakout speakers. 
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Compete Through Service Symposium 

WHEN:  October 24‐26, 2018 

AUDIENCE:  Leaders in service excellence who are commiƩed to a  
   focus on the customer and the advancement of service  
   strategy and leadership; over 50% VPs or higher from  
   across all industries such as retail, hospitality, healthcare, 
   technology and technical services, financial services, and  
   manufacturing. 

PROGRAM HOST: The Center for Services leadership, a groundbreaking res
   search center within the W. P. Carey School of Business at 
   Arizona State University that concentrates on expanding 
   service innovaƟon by combining the latest scienƟfic in 
   sights from the academic world with the best of service s
   strategy in the business world.  

FORMAT:  Series of general session and keynote speakers.  In  
   addiƟon, we will be devoƟng a porƟon of the Friday  
   morning of Symposium  to roundtables and lightning  
   talks. The roundtables will consist of  three 20‐minute  
   sessions on any services topic.  The lightning talks will be 
   between five to seven minutes long and will be on any  
   services topic. (With very limited, if any, slides.) 

LOCATION:  The Hilton ScoƩsdale Resort and Villas 
   ScoƩsdale, Arizona 

WEBSITE:  hƩp://wpcarey.asu.edu/symposium 

Contact: 

Alicia Holder, Director, Business Partnerships 
Center for Services Leadership, W. P. Carey School of Business 
Arizona State University—Direct: 480.965.6274   
Email: alicia.holder@asu.edu 

Event Basics 
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Compete Through Service Symposium 

The Symposium is comprised of approximately 200 leaders 
from Fortune 500 to entrepreneurial firms from many indus-
tries, including health, IT, telecom, financial services, manu-
facturing, entertainment and travel, etc. 
 

Our aƩendees are senior and emerging execuƟves – Over 
65% of Symposium aƩendees are classified as CEO, Presi-
dent, ExecuƟve Vice President, Senior Vice President, Direc-
tor, or key managers.   More than 65% work in B2B seƫngs. 
 

Our aƩendees are key decision-makers from diverse func-
Ɵonal areas: markeƟng, operaƟons, human resources, etc. 
The Symposium features both a naƟonal and global repre-
sentaƟon of aƩendees. 
 

An aƩendee list from past events is available upon request. 

Attendee Demographics 
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Past Attending Companies Include 

Compete Through Service Symposium 
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Past Speakers Include 

Compete Through Service Symposium 
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Contact Information 

 

 

Visit the Website: hƩp://wpcarey.asu.edu/symposium  

Please contact: 

Alicia Holder, Director of Business Partnerships 

Center for Services Leadership  

W. P. Carey School of Business  

Arizona State University  

Direct +1 480-965-6274  

CSL Main +1 480 965-6201  

alicia.holder@asu.edu  

For Questions and Next Steps: 


