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University: University of Piraeus
Surname: Pantouvakis
Name: Angelos
Rank: Associate Professor
Faculty: Maritime and Industrial Studies
Department: Maritime Studies
Scientific Domain: * * Quality management

* Service Quality
» Management and marketing of Services
* Performance and benchmarking

* Field of Specialization

Academic qualifications
(list by highest qualification)
Qualification Year Awarding Institution Department Thesis title

“Developing a performance
measurement framework for the retail
banking sector. Links and relationships
to Organisation’s responsiveness,
service productivity and peoples’
satisfaction”

Judge Business
Doctorate (Ph.D.) 1997 University of Cambridge,U.K. School / Queens’
College

Nottingham
Business School —

Master of Business

Administration (MBA) 1987 University of Nottingham,U.K.

National Technical University of Athens, Department of

Bachelor Degree (B.Sc.) 1985 Greece Civil Engineering _
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Employment history-List by the three (3) most recent

Period of employment

From
2016
2009

2006

Employer
To —
Today University of Piraeus
2016 University of Piraeus
2009 University of loannina

Location

Piraeus, Greece
Piraeus, Greece

loannina, Greece

Position

Associate Professor

Assistant Professor

Assistant Professor

Key refereed journal papers, monographs, books,conference publicationsetc.List the five (5) more recent and other

five (5) selected—(max total 10)

Ref.
Number

6

7

Academic Staff Short Profile (Short CV)

Year

2018

2018

2018

2017

2017

2016

2013

Title

"The human talent and its role in ISM Code
effectiveness and competitiveness in the
shipping industry."

"A multiple criteria approach for airline
passenger satisfaction measurement and
service quality improvement.”

"The role of agility and organisational
learning culture in forming long lasting
relations in shipping."

"Market orientation for sustainable
performance and the inverted-U
moderation of firm size: Evidence from the
Greek shipping industry."

"Role of the human talent in total quality
management—performance relationship: an
investigation in the transport sector."

"Exploring different nationality perceptions
of airport service quality."

"The impact of ISO 9001 effectiveness on
the performance of service companies."

Other authors

Pantouvakis Angelos,
Karakasnaki Maria

Tsafarakis Stelios,
Theodosios Kokotas,
Angelos Pantouvakis

Pantouvakis Angelos,
Karakasnaki Maria

Pantouvakis Angelos,
llias Vlachos,
Panagiotis D.
Zervopoulos

Pantouvakis Angelos,
Karakasnaki Maria

Pantouvakis Angelos,
Maria Francesca Renzi

Psomas Evangelos L.,
Pantouvakis Angelos,

Journaland Publisher
/Conference

Maritime Policy &
Management

Journal of Air Transport
Management

International Journal of
Shipping and Transport
Logistics

Journal of Cleaner
Production

Total Quality Management
& Business Excellence

Journal of air transport
management

Managing Service Quality:
An International Journal

Vol.

45(5)

68

10(2)

165

28(9)

52

23(2)

Pages

649-
664

61-75

160-
180

705-
720

959-
973

90-98

149-
164


https://old.uoi.gr/
https://old.uoi.gr/
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"The link between organizational learning
culture and customer satisfaction."
Most influential article

2013

"The interrelationship between service
features, job satisfaction and customer
satisfaction.”

Emerald Literati award winning paper

"The relative importance of service
features in explaining customer
satisfaction."”

Emerald Literati award winning paper

2013

2010

Kafetzopoulos Dimitrios
P.

Pantouvakis Angelos,

Bouranta Nancy The Learning Organization

Pantouvakis Angelos,

Bouranta Nancy The TQM Journal

Managing Service Quality:

Pantouvakis Angelos An International Journal

*Specify venue, geographic location etc

Research Projects. List the five (5) more recent and other five (5) selected

20(1)

25(2)

20(4)

48-64

181-
201

366-
378

Ref.
Number

1

(max total 10)

Date Title Funded by Project Role*
2018-2020 Human Factors in shipping I.M.E.C. Academic Co-ordinator
tograsey |, Aolomon Enedumel eios gy

eTaipeia
1997-1999 MeAétn E€ayopdc ETTixeipoewg gggg;ggﬁgg S UVTOVIOTAC
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4 1997-1999
5 1997-1999
6 1995-1997
7 1995-1997
8 1995-1996
9 1995-1996
10 1993-1994
11 1992-1994

Academic Staff Short Profile (Short CV)

IkavoTtroinon mmeAatwy, marketingplan,
agloAOYNON ETTIKIVOUVOTNTAG XOPNYNOEWVY

AvaoXedlaoPog dladikaaolwy, TToléTNTA Kal
IKAVOTTOINON YIa TOV TTOAITN

MoTotroinon katd 1SO, eTmixeipnolakd oxED0I0
Aeimroupyiag, agloAdynon etrevdloewyv

MéTpnon IKavoTToinong XpnoTwy, METPNON
TTAPAYWYIKOTATAG, ATTOTEAEOUATIKOTNTAG,
TTOIOTNTAG UTTNPECIWV

OAokAnpwuévo ouaTnua dlaxeipiong
TTANPOPOPIWV

Opyavéypauua, avadAuon Kal TTEpIypapn
Béocwv gpyaciag, cuoTnUa KIVATPWY

‘EAgyx0¢6 ka1 aloAdynon UTTOTTPOYPAUUATWY,

METPWV Kal £pywv Tou M.E.T1. AvatoAIKng
Makedoviag ©pakng
AEI0AOYNON TOUPIOTIKWY EYKATOOTACEWV
xwpag, EBviké oxédio Tmapéupaong,
TPOypapua BeATiIwWONG TNG TTOIOTNTAG TWV
TTAPEXOPEVWV UTTNPECIWY, £EEUPETN TTOPWV
atrod digbveic opyaviououg,
XPNHATOOIKOVOIKK TTapakoAouBnon £pywv

OpIAOg

lovikr) Tpdtrela

YTtroupyeia
Mpoedpiacg,
ewpyiag,
Epyaciag, Yyeiag,
MeTagopuwv
AAKYQN,
CARDICO,
2IAMIAHZ,
KOAOZZOzZ,
GOODY'’S,
KAOHMEPINH,
MAAZTIKA
KPHTHZ

EAANvIKG
Tayudpopeia,
Anpooieg
OIKOVOMIKEG
YT1npeaoieg,
Tpdameleg

MAE/ YTTEXQAE

Anuoaia
Emixeipnon
MNeTpehaiou
(AEMN/EKY)

YTtroupyeio
EBvikAg
Oikovopiag

YTroupyeio
Toupiopou/
E.B.R.D.

ZUVTOVIOTAG

2UVTOVIOTAG KOIVOTTpagiag

MéAog ouddwyv epyaaiag

evikdg YTTeuBuvog £peuvag

2UVTOVIOTAG KolvoTTpagiag

2UVTOVIOTAG €pyou

ZUVTOVIOTHG KolvoTTpagiag

YTtreuBuvog Epyou



Mpdypaupa EKOUYXPOVIOUOU, OTPATNYIKOU

ETTaVaKOBopIoHOU ayopwy Kal Ye08uvoc yia EAeyxoc

12 1992-1994 avaoxedlaopuou d1adIKacIwy, avaTTTugn ROMGAS/ E.O.K. ) .
. . ) , TT0I0TNTAG TEAIKOU TTPOIOVTOG
OIKTUOU TTWANGCNG, agioAdYyNon EVAAAAKTIKWYV
ogvapiwy
MNpdypaupa EKCUYXPOVIOHOU,
IDIWTIKOTTOINONG, aVAOXESIAOOU DOUWYV KAl YTtroupyeio
O1adIKACIWY KAl ETTIKOIVWVIAKAS MeTtagpopwyv NG evikdG ZuvTovIoTNG
13 1991-1994 X . . . p
uTTOOTAPIENG, agloAGYNoNG EVOAAOKTIKWV BouAyapiag/ Koivotrpagiag- Epyou
oXediwV Kal €TTEVOUCEWY, OTEAEXWONG E.O.K.

TIPOCWTTIKOU.

MNpdypaupa EKOUYXPOVIOHUOU, OTPATNYIKOU
oXedIaguoU, IDIWTIKOTTOINONG, YT1roupyeio
14 1990-1993 avaoxedlacuou doUwY Kal dIadIKACIWY Kal MeTagopwyv NG evikdg Y1reuBuvog ‘Epyou
ETTIKOIVWVIOKHAG UTTOOTAPIENG, agIoAOYNoNg MoAwviag/ E.O.K.
EVOAAAKTIKWY OXEDIWV KAl ETTEVOUCEWV.

EmipAewn & emBewpnon peyaAwv TEXVIKWV YTroupyeio

15 1985-1988 . - - . N
EpYwV (0IKOBOMIKA, TEXVIKA CUYKOIVWVIOKWY) | Andociwv Epywv

EmBAETTWY Mnxavikég

*Project Role: i.e. Scientific/Project Coordinator, Research Team Member, Researcher, Assistant Researcher, other

Consulting Services and/or Participation in Councils / Boards/ Editorial Committees.

List the five (5) more recent

Ref. Number Period Organization Title of Position or Service Key Activities

1 2001-2004 FENIKO KPATIKO AIOIKHTHZ/ Governor
NIKAIAZ,

2 6/2003-6/2012 KAPAMOAEITKOZ Vice-chairman of the Board Product development, sales
A.E. (XpnuaTioTrpio of Directors network, stock market management.
Agiwv ABnvwv)

3 1996-2001 EAAHNIKO KENTPO | DIRECTOR GENERAL Organization and corporate
MAPATQriKOTHTAZ, reorganization consultant,

improving the image and corporate
image of the Group.

4 9/2000-5/2006 BETEPIN A.E Vice-chairman of the Management | Efficiency indicators, Development
(Xpnuatiotrpio Agiwv | Board. of an optimal sales network.
ABnvwv)

5 2/1997-6/2000 I.M.N.A. “O Member of the Management Development of evaluation systems,
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6 2016-Today

7 2010-today
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EYAITEAIZMOY”

Journal of Service
Theory and Practice

(H.1) European
Journal of Marketing
(H.2) Total Quality
Management and
Business Excellence
Journal

(H.3) Maritime Policy
and Management
(H.4) Managing
Service Quality

(H.5) Journal of
Quality and Reliability
Management
(H.6) Journal of
Strategic Marketing
(H.7) International
Journal of Quality and
Services Sciences
(H.8) International
Journal of Hospitality
Management
(H.9) Benchmarking:
An International
Journal.

(H.10) Spanish
Journal of Psychology
(H.11) Total Quality
Management Journal
(H.12) International
Journal of Quality and
Services Sciences
(H.13) Asian Journal
of Shipping and
Logistics

(H.14) Services
Industries Journal

Board.
Member of the Editorial Board.

Ad hoc reviews for these journals

Patient Satisfaction Indicators,
Renovation of clinics.

Evaluation and reviewing the
submitted articles.

Evaluation and reviewing the
submitted articles.



Awards / International Recognition (where applicable). List the five (5) more recent and other five (5) selected.

Ref. Date
Number

1 2018
2 2016
3 2016
4 2014
5 2014
6 2013
7 2013
8 2013
9 2011
10 2010

Academic Staff Short Profile (Short CV)

(max total 10)
Title

Among the most downloaded articles.
‘A multiple criteria approach for airline passenger satisfaction measurement and
service quality improvement.”

Invited Reviewer of the National Assessment of Italian National Research
(ANVUR- CINECA)

Best Paper Award.
“Exploring the Role of Human Talent in the Total Quality Management — Performance
Relationship”.

Among the Best submissions.
“Market Orientation and Service Quality: Opponents or Colleagues?”

Highly Commended Paper Award winner.
“The interrelationship between service features, job satisfaction and customer
satisfaction: Evidence from the transport sector”, The TQM Journal, 25, issue 2.

Recognized as “among the most influential recent articles” and “fantastic contribution”
published

“The link between organizational learning culture and customer satisfaction: Confirming
relationship and exploring moderating effect”.

Recognized as “among the most influential recent articles”
“The impact of ISO 9001 effectiveness on the performance of service companies.”

Among the most frequently downloaded articles,
“The impact of internal service quality and learning organization on clinical leaders’ job
satisfaction in hospital care services”.

Among the Best submissions award to IAME 2011
“The role of corporate agility and perceived price on the service quality — customer
satisfaction link. Some preliminary evidence from the port industry”

Highly Commended Paper Award winner
“The Relative Importance of Service Features in Explaining Customer Satisfaction: A
Comparison of Measurement Models”

Awarded by:

Air Transport Management
Journal

19 QMOD Conference

16 QMOD Conference

EMERALD LITERATI

The Learning Organization
Journal

Managing Service Quality
Journal

Leadership in Health
Services
IAME 2011 Conference

Managing Service Quality
,EMERALD LITERATI


https://www.journals.elsevier.com/journal-of-air-transport-management/most-downloaded-articles
https://www.sciencedirect.com/science/article/pii/S0969699717300704
https://www.sciencedirect.com/science/article/pii/S0969699717300704
http://www.pantouvakis.com/wp-content/uploads/Award-QMOD-2016.pdf
http://www.pantouvakis.com/wp-content/uploads/Outstanding-Paper-1.pdf
http://www.pantouvakis.com/wp-content/uploads/Learning-Organization-contribution.pdf
http://www.pantouvakis.com/wp-content/uploads/Learning-Organization-contribution.pdf
http://www.pantouvakis.com/wp-content/uploads/Influential-MSQ_-ISO.pdf
http://www.pantouvakis.com/wp-content/uploads/Leadership-in-Helath-Download-Figures.pdf
http://www.pantouvakis.com/wp-content/uploads/Outstanding-Papert-2.pdf

Other Achievements. List the five (5) more recent and other five (5) selected.

(max total 10)

Ref. Date Title Key Activities:
Number
1 9/2018 Chairman of the Department of Maritime Studies | 1. Leadership and Management
of University of Piraeus. 2. Respons!b!l!ty for Teaching and Students
3. Responsibility for Research
4. Knowledge Transfer
5. People Management
6. Financial Management
7. Quality Assurance
8. Development of Academic/Research Standing
9. Person Specification for Head of Department
2 _ Chairman of the Hellenic Association of Maritime | _
Economists.
3 — Chairman of The European Institute of Shipping | —
and Transport.
4 2019 Invited speaker in 22nd Qmod Conference in To supplement the theoretical knowledge of
Krakow. attendants-participants on their functional
domain (topic of lecture) by sharing industry-
oriented ideas and practices that help them gain
a broader perspective and develop practical
insights.
5 2017 Invited speaker, 30 CEO’s breakfast main To supplement the theoretical knowledge of the
speech on “Customer Journey and Customer 30 CEO’s on their functional domain (topic of

Academic Staff Short Profile (Short CV)
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2015

2015

2015

2014
2014

Experience”, Athens Sofitel.

Welcome note speaker, Econ-Ship 2015, June
23, Chios Island.

Invited Speaker, European Maritime Day 2015,
Piraeus, Education and Training for the Maritime
Sector.

Session Chair, Academy of Marketing
Science® World Marketing Congress, Bari, 14-18
July.

Invited Speaker “Roma Tre University”.

Invited Contributor, “Encyclopedia of Services”,
SAGE Publications.

lecture) by sharing industry-oriented ideas and
practices that help them gain a broader
perspective and develop practical insights.

To supplement the theoretical knowledge of
attendants-participants on their functional
domain (topic of lecture) by sharing industry-
oriented ideas and practices that help them gain
a broader perspective and develop practical
insights.

To supplement the theoretical knowledge of
attendants-participants on their functional
domain (topic of lecture) by sharing industry-
oriented ideas and practices that help them gain
a broader perspective and develop practical
insights.

« Review the submitted articles for the
session

e Introduce the session topic

e Introduce the speakers

e Maintain the program schedule.


http://www.pantouvakis.com/wp-content/uploads/European-Maritime-Day.pdf
http://www.pantouvakis.com/wp-content/uploads/European-Maritime-Day.pdf
http://www.pantouvakis.com/wp-content/uploads/Invitation-to-Roma-Tre.pdf
http://www.pantouvakis.com/wp-content/uploads/Invitation-to-Encyclopedia-of-Quality-and-the-Service-by-Prof-Su-Mi-DahlgaardPark.pdf

