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ABC classifi cation, 43–44
ABC.com, 444
Abdullah, A., 786
Aberdeen Group, 63
Ability, 281
Abrahms, Douglas, 344
Absorptive capacity, 706, 711
Abstract trust, 717–718, 721
Academic marketing research, 532
Accounting Regulatory Committee (ARC), 750, 755
Accounting standards, 745–755
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of information, 46
of secondary data, 534–535

ACD (automatic call distributor), 111
Acer, 798
Achenbaum, A., 314
Achievement, 716, 721
Acorn grinding, 310
Acquisitions:

defi ned, 711
and technology sourcing, 704–706, 708

ACSI (American Customer Satisfaction Index), 402
Action:

in performance management, 729–731
in strategic management, 808–809

Action-driven decision making, 806
Active collaborative fi ltering, 478
Active tags, 224, 229
Active Worlds, 343
Activists, 510–511
Actors (smart cards), 249
Adams, R. M., 596
Adaptability, 209
Adaptation:

in performance management, 730
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Adaptive experimentation, 364
Adaptive personalization systems, 477–478, 480–481
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Ad hoc research, 368
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(ARPANET), 586, 588
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performance metrics, 454–455
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search, 503
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Advocatory state, 851, 860
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Aggregate data, 150, 157
Aggregate fact, 580
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in business intelligence, 574
with online analytical processing, 578
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Albania, 607
Alcatel, 699
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Algorithms, 360, 546–548
Alien Technologies, 222, 233
Alignment, 725–728
Allen, B., 236
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in business-to-business marketing, 323
in emerging markets, 699
and globalization, 691–692, 697
and high-tech branding strategies, 432
management of, 698–699
termination of, 699–700

Allstate Insurance, 396, 401
Alptekinolu, A., 161
Alternative data sources, 533–535
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Alternative pricing, 300–302
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AMR research, 106
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Anandakrishnan, M., 852
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Animal identifi cation, 221
ANNs, see Artifi cial neural networks
Anonymous group support systems (GSSs), 659
ANP (Analytical Network Process), 361
Ansari, Asim, 475–476
Antecedent conditions, 709–711
Anthropological research:

on consumers, 359, 374
for e-commerce, 440–441

Anti-collision protocols, 223
Antiglobalization movements, 518
AOV, see Average order value
A.P. Moller, 78
Apache Tomcat, 96
APDUs, see Application Protocol Data Units
API, see Application programming interface
Apple Inc., 296, 305, 310, 311, 314, 354, 370, 435, 439, 521
Application cryptogram, 259
Application delivery, 213
Application development, 212
Application loading/unloading, 251–252
Application programming interface (API), 260, 

262, 346, 349
Application Protocol Data Units (APDUs), 253, 262
Application service providers (ASPs), 17, 26
Appropriability, network, 695, 700
APS, see Advanced planning and scheduling
ARC, see Accounting Regulatory Committee
Arda, Y., 97
Ariba, 63
Ariely, D., 383, 388
Aristocratized cultures, 759
Ariyachandra, T., 561
Arm & Hammer, 357
Arms’-length contracting, 30
Arms’-length trade, 680, 685–687
Armstrong, G., 493
Armstrong, Gary, 367, 492
Arnold, U., 56
ARPA, see Advanced Research Projects Agency
ARPANET, see Advanced Research Projects Agency 

Network
ARQC (authorization request cryptogram), 259
Arrangement stage (distribution network design), 161
Art Deco, 313
Arthur W. Page Society, 514
Artifi cial neural networks (ANNs), 547–548, 553
Art Nouveau styles, 313
Arts and crafts, 313
ASCII, 668
Ascription, 716, 721
ASEAN, see Association of Southeast Asian Nations
Asia. See also specifi c countries

internet usage in, 520, 603
mobile communications in, 608
telecenters in, 604

Asian crisis (1997-1998), 807, 818–820, 823
Asian culture, 770–788

Northeast Asia, 772–782
China, 772–776

business etiquette, 775–776
economic history, 773
family business organizations, 656, 774–775
state-owned enterprises, 774

Confucian traditions, 772
Japan, 776–779

business etiquette, 779
cultural virtues, 778–779
economic history, 776
keiretsu, 777–778
zaibutsu, 777
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Korea, 779–781
business etiquette, 781
business strategy, 781
chaebols, 779–780

streams of management in, 771
Taoist traditions, 772

Southeast Asia, 782–783
Chinese management in, 784–785
Hinduism, 783
Indian management in, 785–786
Islam, 783–786
Malay management in, 786
Theravada Buddhism, 782–783

terminology, 787–788
Asian fi rms, 792–799

applicability of Western management theories to, 
793–795

and debates about globalization, 793
engagement of, in global business, 795–799
terminology, 799

Asian Tigers, 770, 795, 814, 823
Asia Pacifi c:

defi ned, 811
diffusion of Internet in, 588, 589, 591
strategic management in, 802–812

Chinese and Indian overseas styles, 806–807
competition, 807–811
corporate governance, 807
cultural infl uences, 803–806
historical infl uences, 802–803
terminology, 807–811

ASPs, see Application service providers
ASP.NET, 346
AS/RSs, see Automated storage/retrieval systems
Assembles-to-order (ATO), 20, 46, 50
Assembles-to-stock (ATS), 20
Assertive strategy, 837
Asset management, 239
Asset specifi city, 29, 37, 123, 379, 685
Assignment stage, in transport 

model, 155
Assimilation/isolation confl ict, 283
Association analysis, 549–550, 553
Association of Southeast Asian Nations (ASEAN), 770, 

771, 787, 814
Association rule analysis, 544
Assumptions, of companies, 356
Asymmetric additivity effect, 282
Asynchronous communication 

tools, 718
Asynchronous information, 742
Asynchronous Javascript and XML (AJAX), 347, 349
Atari, 451
Aten, K. J., 759, 761, 766
Atkinson, R., 668
Atlantica, 87
Atlassian Confl uence, 344, 345
Atmiyanandana, V., 819
ATO, see Assembles-to-order
Atomic data warehouses, 571, 573, 574
ATOM software, 504
ATS (assembles-to-stock), 20

AT&T, 354, 356, 449, 450
Attack sites, 511, 515
Attention economy, 449
Attributes, of global workforce staff, 631
Auctions, 387–388
Audio communications, 630
Australasia, 588, 589, 591
Australia:

immigration policies of, 674
internet usage in, 603

Austria, 588
Authoritarian regimes, 595–597
Authorization request cryptogram (ARQC), 259
Auto-ID, see Automatic identifi cation
Automated e-mail responses, 458
Automated ordering, 22
Automated software, 452
Automated storage/retrieval systems (AS/RSs), 168
Automated toll collection, 221, 224
Automatic call distributor (ACD), 111
Automatic identifi cation (auto-ID), 221, 230
Automatic technology, 169
Automation, 242
Automotive industry, 41–42, 45, 215, 267, 354, 519
Autonomous innovation, 685
Availability, of services, 395
Avatars, 342, 343
Avenue A, 635
Average order value (AOV), 455, 460
Avoine, Gildas, 228, 229
AVOIR (Africa Virtual Open Initiative Resource), 608
Avon, 357
Azani, H., 177

B
Baby boomers, 290, 332, 334–335
Back orders, 107, 207
Bagging, 549
Bagozzi, R. P., 279, 285
Balanced scorecard approach, 199, 

268–272, 335
Balance sheets, 752
Balasubramanian, S., 298
Ballou, R. H., 146
Bamber, J., 815
Bandwidth, 596, 695, 700
Banga, K., 353
Bangalore, 728
Banking, 485
Banking cards, 255, 257, 259
Bank of America, 345
Bank of Nova Scotia, 341, 342
Banner advertisements, 443, 453
Bao, Y., 302
Baran, Paul, 586
Bar code technologies, 114–115, 169
Barczak, G., 716
Bardhan, A. D., 619, 623, 624, 680, 681, 685
Barge technology, 83
Barley, S. R., 765–766
Barrett, Colleen, 399
Barsoux, J. L., 773
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Bartholdi, J. J., 170, 171
Bartlett, C. A., 615, 642, 645
Bartmess, A., 178
BASIC language, 260
Basis variables, 369–370, 379
Baskerville, R., 717
Bass diffusion model, 360
Bauhaus movement, 313
Bauhof, N., 166
Bayesian classifi ers, 548, 553
BBN (Bolt, Beranek, and 

Newman), 586
BCV Switzerland Bank, 343
BEA WebLogic Integrator, 96
“Beer-game” distribution system 

experiment, 22
Before and after pictures, 396
Begley, Jackie, 619
Behavioral cultural intelligence, 836, 840, 841
Behavioral decision makers, 658
Behavioral issues, 692–693
Behavioral targeting, 450, 458, 460
Behavioral Timeline® approach, 324, 329
Belch, G. E., 298
Belch, M. A., 298
Belgium, 588
Beliefs, cultural, 654
Bellcore’s Video Recommender, 478
Belly freight, 152
Belmont Report, 377, 379
BEMs (big emerging markets), 519
Ben-Akiva, M., 147
Benassi, M., 691
Benchmarking, 41, 82, 362, 437, 726
Benefi cence, 379
Benefi ts, expectations of, 805–806
Benefi t stack, 325
Benetton, 228
Benevolence, 815, 816
Benioff, Mark, 431
Benjamin, C., 177
Ben Sherman, 451
Beranek, Leo, 586
Berner, R., 109
Berners-Lee, Tim, 586, 602
Bernoff, J., 629–630, 635, 636
Bernstein, F., 92
Bessant, J., 36
Best Buy, 109, 387
Best practices, 41, 58, 72, 82, 659, 793–795
BET (break-even time), 364
Beta testing, 360
Beverage industry, 166, 536
Bhagat, Rabi S., 763
Bhatnagar, A., 280
Bhattacharya, A., 136–138
Bias:

in global marketing research, 538
in marketing research questionnaires, 377

Bibliometrics, 552
Bidding, 60
Big emerging markets (BEMs), 519

Bio-informatics, 684
Biometric marketing, 284
Birkinshaw, J., 615
Birth order, 284, 285
BizTalk Server 2000, 95
BlackBerries, 417
Blackburn, J. D., 110
Black & Decker, 525
Blending, 165
Blogs:

and collaboration, 339–341
consumer, 297–298
defi ned, 349, 515, 638
in global workforce, 633
for online public relations, 501, 504–505

Bloggers, 501
Blooks, 349
Bloss, D., 116
Blueprinting, service, 397, 398
BlueStar, 798
Blu-Ray, 292
BMW, 138, 353, 524
Bobbit, L. M., 278
Body Shop, 527
Boeing, 73, 105, 647
Bolt, Beranek, and Newman (BBN), 586
Bolt, Richard, 586
Bolton, L., 479
Bond, M. H., 770
Boneless loin, 11–12
Bonuses, 415–416
Boosting, 549
Bottani, E., 100
Bottleneck items, 215
Boughton, N., 91
Boulgarides, J. D., 657, 658
Bovine spongiform encephalo pathy, 221
Bowen, H. K., 142
Bowing, 779
Bow-tie model, 34
The Box (Marc Levinson), 68
Boycotts, 29
Boyson, S., 267
BP, 430
BPEL4WS, see Business Process Execution 

Language for Web Services
BPM, see Business process management
BPO (business process outsourcing), 681
BPR, see Business process reengineering
Bracketing, 766
Brakus, J. Josko, 283
Brand(s), 432–433

in business-to-business marketing, 325
defi ned, 470
destruction of, 356
in service image, 400–401
and storytelling, 314–315
strategic brand management, 430–432
wireless marketing, 487–489

Brand community, 488, 494
Brand equity, 325, 470
Brand hierarchy, 431
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Branding:
defi ned, 379, 515
of high-technology products, 430
in marketing research, 371
in online public relations, 512–514
role of promotion in, 370
in warehousing, 165

Branding strategies, 433
Brand-in-the-hand concepts, 487
Brand loyalty, 389, 450, 451, 459, 470
Brand management, 441–442
Brand positioning, 487–488
Brand promises, 401, 494
Brand strength, 487–488
Brand value, 319
Brass, D. J., 691
Brazil:

ethanol adoption in, 759, 764, 766
individualism in, 663
power distance in, 660, 661
uncertainty avoidance in, 661

Break-even time (BET), 364
Breakthrough innovations, 424
BRIC countries, 74, 75, 518
Brick-and-mortar businesses, 386, 387, 436
Bricks and clicks, 436, 444, 446
Bridging, network, 695, 700
British Airways, 110, 111
British Telecom, 345
Broad arcs, 121–123
Broadband Internet, 587, 610
Bronnenberg, B. J., 298
Broughton, Martin, 649
Brown, D., 647
Brown, S., 315
Bruner, J., 307, 309, 315
Brynjolfsson, E., 383, 384
Bryn Mawr Hospital, 394
BSO (business services outsourcing), 681
B-SPAN, 342
BTO, see Build-to-order
BTS (build-to-stock), 50
B2B commerce, see Business-to-business commerce
B2B marketing, see Business-to-business marketing
B2C commerce, see Business-to-consumer commerce
B2C marketing, see Business-to-consumer marketing
Buddhi, 786
Buddhism:

in Japanese culture, 776
Therevada Buddhism, 782–783

Budgets, 373
Budget compliance, 30
Buffering, 164, 165
Build-to-order (BTO), 50, 125
Build-to-stock (BTS), 50
Bulletin boards, 503
Bullwhip effect, 21–22, 47–48, 121, 207, 209, 238
Bundling:

defi ned, 379, 405
re-bundling, 687
in services marketing, 401
in T/IT industry, 368

unbundling, 684
Burke, R. R., 298
Burnett, J., 489
Burt, R. S., 691
Bush, Vanevar, 602
Bushido, 776, 787
Business cards:

in Korean business etiquette, 781
as part of Chinese etiquette, 775

Business cases, 203
Business culture, 96–97
Business documents, 93
Business ethics, 622
Business intelligence (BI):

and data warehousing, 556
defi ned, 565, 580
and market research, 439
and online analytical processing, 569–574

applications, 569–570
architecture, 570–572
implementation, 572–574

Business intelligence portals, 574
Business managers, 643
Business models, 126
Business Network International, 408
Business networks, 811
Business process, 242, 243
Business Process Execution Language for Web Services 

(BPEL4WS), 94–95, 100
Business process management (BPM), 212, 218
Business process outsourcing (BPO), 681
Business process reengineering (BPR), 466, 660, 662
Business process specifi cation schema, 93
Business schools, 774
Business services, 681
Business services outsourcing 

(BSO), 681
Business strategy:

as factor in R&D site selection, 181–182
in production site selection, 178

Business-to-business (B2B) commerce:
defi ned, 100, 446
e-commerce, 438
effects of information technology on, 620
function of, 42
Internet marketing for, 449
online auctions in, 388
reverse auctions, 390
in supply chain management, 17, 24, 26
vertical search for, 456
XML frameworks for, 93

Business-to-business (B2B) marketing, 317–330
business to consumer vs., 317–318
defi ned, 379
designing customer value in, 323–324
and e-commerce, 444
future of, 329
managing life cycle of customer in, 326–329
managing “wants” in, 317, 318
research for, 368
strategy formulation in, 322–323
terminology, 329–330

bindex.indd   881 12/1/09   10:17:51 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



882 INDEX

Business-to-business (B2B) marketing (continued )
value communication in, 324–326
value-delivery framework for, 318, 319
value understanding in, 318–322

Business-to-consumer (B2C) commerce:
e-commerce, 438
effects of information technology on, 620
function of, 42
Internet marketing for, 449
relationships in, 32
in supply chain management, 20, 24, 26

Business-to-consumer (B2C) marketing:
business-to-business marketing vs., 317–318
defi ned, 379
research for, 368

Business-unit programs, 736
Business unit strategy, 135
Business Week, 393
Buy.com, 389
Buyer-supplier relationship categories, 32–34
Buzz marketing, 400

C
C2C cycle time, see Cash-to-cash cycle time
Cable companies, 354
CAC, see Customer acquisition cost
Cachon, G., 22, 23
Caggiano, K. E., 108
Calantone, R., 760, 763
Calculated data, 578
Calhoun, K. J., 760
Calibration equivalence, 536–537, 540
Call centers, 111–112, 117
Campbell, C., 384
Campion, M., 715
Canada:

diffusion of Internet in, 589
immigration policies of, 674
offshoring to, 828
port authority model in, 80
and terminal companies, 79
urban population in, 534

Canada Marine Act, 80
Canada Post, 343
Canada-U.S. Free Trade Agreement, 72
Canadian National (CN), 72, 81
Capabilities, 189, 191, 282, 479, 725
Capacity, 18, 112, 155
Capacity usage, 271
Capital employed (CE), 200, 204
Capital fl ows, 617, 625
CAPS, 58, 59
Captive offshoring, 678, 688
Carbon emissions, 207
Carbon footprint, 207, 209, 214, 218, 648
Cardholders, 249
Card holder verifi cation (CHV), 253
Card issuers (smart cards), 249
Cargo shipment, 653
Caribbean, 589
Caribou Coffee Co., 112
Carlisle, J., 31, 35

Carmel, E., 674
Carrier, 157
Carrillo, M. J., 108
Carte Bleu, 248
Cascio, W. F., 700
Cash-to-cash (C2C) cycle time, 203, 204
Catalogs:

electronic, 56, 66, 90
e-procurement with, 56, 60–62, 66, 90
personalized, 476
with SMS technology, 492

Category equivalence, 536, 540
Caterpillar, 103, 524
CCs, see Consolidation centers
C&D (Connect & Develop), 357
CDCs, see Central distribution centers
CDM (combined distribution 

model), 104
CD-ROMs, 506
Cd self-service technology, 399
CE, see Capital employed
Ceiling price, 58
Celibate stage (Hinduism), 783
Cellular phones, 228–229

in East Asia, 659
and e-commerce, 444–445
and marketing strategy analysis, 355
popularity of, 587
segmenting of market for, 489
usage benefi ts of, 285
wireless marketing with, 485

Centers for miscellaneous 
activities, 166

Centers of excellence, 829, 841
Central distribution centers (CDCs), 107, 162
Central headquarters, 630
Centralization, 183
Centralized authority, 661
CEOs (chief executive offi cers), 644–645
Cerf, Vint, 586
Cerny, K., 178
Certifi cation programs, for global account management, 

740, 743
CESR, see Committee of European Securities Regulators
C5.0, 553
C4.5, 553
Chadwick, D., 310
Chaebols, 779–781, 787
Chain management, 2–5
Chambers, John, 425
Champy, J., 134
Champy, J. A., 660
Chan, F. T. S., 198, 199
Chandler, Alfred, 133
Chandler, D., 782–783
Chandy, R. K., 426
Chang, S. J., 704
Channel partners, 367, 370, 379
Channel strategies, 325–326
Chase, 475
Chasm in technology adoption, 279–280, 286, 428–429
Chat rooms, 503
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Chat tours, 516
Chellappa, R., 480
Chen, S. J., 774
Chen, Y., 385, 386
Chen, Yuxin, 384, 385
Chenoweth, T., 558
Chernofsky, I., 169
Chesbrough, Henry, 294, 685
Chhajed, D., 387
Chi, 772
Chiang, K.-P., 280
Chiang, Wei-Yu, 387
Chief executive offi cers (CEOs), 644–645
Chiesa, V., 727
Child labor, 29
Chin, M. C., 771
China, 772–776. See also Taiwan

business etiquette in, 775–776
censorship of Internet content in, 671
domestic investments in, 78
economic history of, 773
economic profi le of, 815, 816
engineering students in, 332
family business organizations in, 774–775
GDP growth in, 519
in global economy, 71, 73, 75, 795–798
global manufacturing facilities in, 138
growing market of, 618
individualism in, 663
intellectual property in, 622
Internet access in, 588, 596–597, 603
masculinity in, 662
paging networks in, 596
population census in, 534
power distance in, 656–657, 661
as shipping industry leader, 80
socialist market transitional economy 

of, 820–821
state-owned enterprises in, 774
strategic decision making in, 657–660
time orientation in, 662

China International Marine Containers, 798
China Mobile, 491
China National Chemical Corporation, 798
China National Petroleum Corporation, 797
Chinese, Overseas, see Overseas Chinese
Chinese names, 775
Chirac, Jacques, 751
Chitkara, A. R., 727, 729
Cho, G. S., 169
Choice models, 478–479, 481
Choreographies (ebXML), 93
Chouinard, M., 97
Christopher, M., 2, 34–35, 125, 126, 132
Chrysler, 138
Chu, T. C., 803
Chung, S. T., 477
Church of the Customer blog, 402
Churn, 731, 732
CHV (card holder verifi cation), 253
Cipher keys, 257
Circle Lending, 342

Circuit City, 109
Cisco Networking Academy, 605
Cisco Systems, 21, 368, 371, 586
Citibank, 345
Citicorp, 738
Citizen journalists, 456
City Development Ltd, 798
Civil liberties, 597
Claessens, S., 807
Clark, G. L., 616
Classes, of items, 168
Classifi cation:

in data mining, 544
defi ned, 553
text, 551

Classroom training, 414–415
Clemons, E., 384
Clickstream data, 284, 384, 390, 478
Click-through percentage, 460
Click-through rate (CTR), 446, 455
Climate change, 646
CLM, see Council of Logistics Management
Closed-end questions, 359
Closed loop, 238, 245, 246
Closed-loop supply chains (CLSCs), 25, 

26, 155, 157
Clothing (in Japanese business etiquette), 779
Clothing industry, 222
Cloud computing, 346, 349
CLSCs, see Closed-loop supply chains
Cluster analysis, 544, 550–551, 553, 691
Clustering, 550–551
CLV, see Customer lifetime value
CMEs, see Computer-mediated environments
CMRs, see Customer-Managed Relationships
CN, see Canadian National
CNN, 519
Cobranding, 432, 433, 488
Coca-Cola, 524, 808, 809
Co-destiny relationships, 32
Co-development metrics, 725
Cognitive cultural intelligence, 839, 841
Cognitive learning, 508
Cohen, Ed, 632, 633
Cohen, M., 178
Cohen, M. A., 107, 109
Cold War system, 770
Coldwell Banker, 343–344
Collaboration, 331–351

in buyer-supplier relationships, 32–36
defi ned, 331–332
with e-sourcing, 57, 58
and generation differences, 333–336
and global management, 649–650
in global supply chains, 647
in global workforce, 634–636
in innovation, 294, 336–337
in modern organizational structures, 332–334
success areas in, 347–348
and supply chain management, 24
and supply chain relationships, 28–29
technologies for, 337–347
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Collaboration (continued )
blogs, 339–341
cloud computing, 346
mashups, 346–347
podcasting, 341–342
social media, 342
software as a service (SaaS), 347
virtual worlds, 342–344
wikis, 344–346

terminology, 349–351
with vendor-managed inventory, 90

Collaboration protocol agreements (CPAs), 93
Collaboration suitability, 34
Collaborative contracting, 31
Collaborative fi ltering, 477, 478, 481
Collaborative partnerships, 690
Collaborative planning, forecasting, and replenishment 

(CPFR), 17, 26, 50, 213
Collaborative problem solving, 715, 837–838
Collaborative relationships, 179
Collaborative technologies, 621
Collectivism:

in Asian fi rms, 795
in China, 773
and confl ict resolution, 837
in corporate partnering, 698
defi ned, 721, 766
of East Asians, 659
in human resource management, 816–817
and ICT design, 669
individualism vs., 716
and information management, 662–663
in Japanese business etiquette, 779
and knowledge, 838
in national culture, 758
and performance management, 838

Collectors, 451
Co-located teams, 713, 721
Co-location strategy, 180, 674
Combination salary/commission, 415–416
Combined distribution model (CDM), 104
Comcast, 393
Commercial marketing research, 532
Commission, 415–416
Committee of European Securities Regulators (CESR), 

751, 755
Commodities, 148
Commodity-style property, 31
Common goals, 691
CommSecure, 345
Communication(s). See also Information and 

communications technology
electronic, 42
in global information technology workforce, 838
and global logistics, 71
in global management, 648–650
in global teams, 715, 718–720
in global workforce, 632–633
horizontal, 661
nonverbal, 838
open-door policies on, 336
peer-to-peer, 661

in public relations, 498
in supplier relationships, 35, 621
technology-mediated, 713
vertical, 661
voice, 484
wireless, 81, 417
word-of-mouth, 400

“Communication by Means of Refl ected Power” (Henry 
Stockman), 220

Communication gaps, 727
Communication networks, 619
Communication technologies, 90, 606
Communism, 773
Communities of practice, 633
Community building, 457
Community Lend, 342
Community news sites, 504
Company logos, 487
Company web sites, 443, 452
Comparability, 531
Comparative advantage, 614–615, 625
Compatibility, 235, 279, 494
Compensation structure, 415–416
Competence, 684
Competence/incompetence 

confl ict, 283
Competencies:

of employees, 97
in global information technology workforce, 839–840
in human resource management, 817–818
in technology marketing, 425–432

segmentation, 428–430
strategic brand management, 430–432
types, 427

Competition:
in Asia Pacifi c, 807–811
in business-to-business marketing, 322
as demand factor, 618
and e-commerce projects, 439–441
global, 519
in high-technology products market, 290–291
international, 178
restriction in, 699
of supply chains, 35, 40

Competition-oriented strategies, 300–301
Competitive advantage, 526
Competitive analysis, 369
Competitive equilibrium, 367, 379
Competitive intelligence, 322
Competitive pricing, 301, 494
Competitive promotion, 481
Competitive volatility, 424
Complaint sites, 511
Complexity:

as characteristic of innovation, 279
in operational effi ciency, 706
of real-time supply chains, 265–267

Complexity theory, 360
Composite applications, 212, 215, 349
Computer anxiety, 278
Computer cluster manufacturers, 623
Computer downtime, 107
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Computer-mediated environments (CMEs), 
277, 280–281, 286, 298

Computer skills, 631–632
Computer-supported collaborative work 

(CSCW), 25, 26
Comtois, Claude, 83–84
Concept testing, 359
Conceptual decision makers, 658
Conceptual equivalence, 536, 540
Concurrency, 563
Concurrent design, 647
Conference calls, 718
Confi guration, 124–127

market demand, 124–125
new responsive business models, 126–127
supply and demand, 125–126

Confi guration maps, 188
Confi gure-to-order (CTO), 125
Confi rmed fi ll rate, 271
Confl ict resolution, 715, 837
Confl icts of interest, 23
Conformed dimensions, 578–580
Confucianism, 781–782, 787

in Chinese culture, 772–774
collectivism in, 816
defi ned, 823
ethics of, 805
infl uence of, on Overseas Chinese, 804
in Japanese culture, 776
in Korean culture, 779
leadership in, 817
in management practices, 795
in Northeast Asian culture, 772

Confucius, 656, 772
Congestion feedback, 155
Congo, 588
Congruence Model, 737, 743
Conjoint analysis, 322, 329, 359, 361, 364
Connect & Develop (C&D), 357
Connectictivity, Internet, 603–605
Connectionists, 693
Consolidation, 157, 165, 752
Consolidation centers (CCs), 154, 157, 166
Consortia exchange, 62
Construct equivalence, 535–536, 540
Consumer behavior, 277–287

adoption of technology:
Diffusion of Innovations (DOI) model, 277, 279–280
Technology Acceptance Model (TAM), 277–279

and convergent high-technology products, 282–283
Darwinian perspectives on, 284–285
interaction with technology:

computer-mediated environments (CMEs), 277, 
280–281

self-service technologies (SSTs), 281–282
and paradoxes of technology, 283–284
research on, 277, 284
terminology, 286–287

Consumer blogs, 297–298
Consumer clinics, 374
Consumer experience, 280–281
Consumer-generated advertising, 459

Consumer markets, 494
Consumer promotion/education 

web sites, 501–502
Consumer reviews, 385–386
Consumer satisfaction, 6
Consumer surplus, 367, 368, 379
Consumer value, 494
Contactless smart cards, 249
Containerization, 72
Containers, 71, 76, 153, 642
Content control, 511–512
Content fi ltering, 477, 481
Content mining, 552
Contests, 458
Context, 758
Context sensitivity, 244
Contextual ads, 503
Contextual messaging, 459–460
Contextual search, 456
Continental Airlines, 570
Contingency theory of high-technology marketing, 

424, 433
Continuous data fl ow, 236
Continuous improvement principle, 12
Continuous technological innovations, 279
Continuous uncertainty, 68
Contracts, 30, 105, 106, 212
Contract enactment, 95
Contract laws, 97
Contract manufacturing, 138, 324
Contract matchmaking, 95
Contract negotiation and renewal, 53, 57
Contractual agreements, 23
Control/chaos confl ict, 283
Control function, of RFID, 237
Controlled media, 498
Control variables, 375, 377, 380
Convergence:

defi ned, 799
and globalization, 795
and global marketing, 521
and international accounting standards, 

746–747, 754, 755
in management practice, 793

Convergent high-technology products, 
282–283, 287

Conversion rate (advertising), 455, 460
Cook, R. L., 5
Cookie fi les, 450
Cooper, K. G., 731
Cooper, M. C., 34, 122
Cooper, Robert, 323
Cooperation, 34, 464, 519–520
Cooperative relationships, 2
Coordinated interdependence, 187, 188
Coordination, 121

in global marketing, 525
of global teams, 715
of production schedules, 91
in supply chain management (SCM), 22–24

“Copy exactly” policies, 731
Core competences, 128
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Corent Technology, 347
Core rigidities:

defi ned, 433
in technology marketing, 425–426

Corporate Chic, 313
Corporate governance, 807
Corporate infrastructure, 75
Corporate partnering, 690–700

and culture, 698–699
in emerging markets, 699
at individual level, 692–697

alignment of network profi le with exchange type, 
694–695

information technology, 697
knowledge transfer/ISAs, 695–697
microlevel behavioral issues, 692–693
relational network approach, 694
structuralist network approach, 693, 694

and knowledge transfer, 695–697
at organizational level, 690–692
termination of, 699–700
terminology, 700

Corporate relations, 498
Corporate social responsibility:

in global management, 646
in high-technology marketing, 431
and public relations, 493
in supply chains, 29, 129, 130

Corporate strategy, 135
Corral, K., 562
Corsi, T., 267
Corus Entertainment, 345
Cosi Inc., 112
Cost, 200, 320
Costs:

and global sourcing, 49
of offshoring, 684, 687
of order processing, 90–91

Cost avoidance, 235
Cost/benefi t ratio, 271
Cost effi ciencies:

and customer satisfaction, 17
factors infl uencing, 395

Cost functions, 147
Cost minimization:

in supply chain, 216
and warehousing/distribution, 171

Cost-oriented strategies, 300
Cost per action (CPA) advertising, 454, 460
Cost per click (CPC) advertising, 456
Cost per order equation, 455, 460
Cost per thousand (CPM) advertising, 443, 446, 

454, 456, 460
Cost reduction:

as benefi t of global marketing, 525
with e-procurement, 63–64

Council of Europe Convention on Cybercribe, 672
Council of Logistics Management (CLM), 4, 13
Council of Supply Chain Management Professionals 

(CSCMP), 120
Counterfeit medicines, 242
Country managers, 642–646, 650, 739

Courier fi rms, 72
Cousins, P. D., 2
Covisint.com, 42
Cox, A., 36, 122
Coyle, J. J., 146
CPAs (collaboration protocol agreements), 93
CPA advertising, see Cost per action advertising
CPC (cost per click) advertising, 456
CPFR, see Collaborative planning, forecasting, and 

replenishment
CPM advertising, see Cost per thousand advertising
CP Ships, 78
CQ, see Cultural intelligence
Craft mode, 133
“Creative destruction,” 629
Creative promotion strategy, 296–298
Creativity, 837
Creators, 451
Credit cards, 248, 475, 485
Crisis communications, 498, 509–510, 516
Crisis management techniques, 456
Critics, 451
CRM, see Customer relationship management
Croom, S., 4–5
Cross, C. S., 169
Crossbow Technology, 227
Cross-docking, 22, 45, 154, 157, 173
Cross-docking centers, 166
Cross-elasticity, 153
CrossFlow, 95
Cross-functional management, 32
Cross-national comparison paradigm, 763–764, 766
Cross price elasticity of transport demand, 157
Cross-selling, 370, 380
Cruise ships, 83
CSCMP (Council of Supply Chain Management 

Professionals), 120
CSCW, see Computer-supported collaborative work
CSRs, see Customer service representatives
CTO (confi gure-to-order), 125
C-TPAT, see Customs-Trade Partnership Against 

Terrorism
CTR, see Click-through rate
CT scanners, 765–766
Cui, Anna Shaojie, 760
Cultural affi nity, 760
Cultural anthropology, 654
Cultural globalization, 794–795, 799
Cultural imperialism hypothesis, 595
Cultural intelligence (CQ), 828, 835–841

defi ned, 841
in global information technology workforce, 836–840

collaborative problem solving, 837–838
communication, 838
confl ict resolution, 837
global team competencies, 839–840
goal setting/performance management, 838–839
planning and task coordination, 839

terminology, 841
theory of, 836

Cultural intelligence scale (CQS), 836, 841
Cultural sensitivity, 837
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Culture. See also specifi c headings
as barrier to global ICT design, 669
for collaboration, 347–348
and corporate partnering, 698–699
defi ned, 638–639, 787
in global account management, 740, 741
and global business drivers, 618–619, 621
and global information technology 

workforce, 835–836
in global teams, 716
in global workforce, 634, 638
and information management, 654–663
for innovation, 337
national, 757–767

future research on, 765–766
and management of technological change, 758–760
research on, 760–764
sociocognitive approach to, 764–765
terminology, 766–767

of organizations, 332, 336
people/service, 401
role of storytelling in, 307
sociocognitive approach to, 764–765

Culture distance index, 759
Curran, J. M., 281
Currency risk, 625
Current state map, 13
Curvilinear lines, 312
Customer acquisition cost (CAC), 455, 460
Customer beta testing, 360
Customer demand:

and production, 48–49
and warehousing, 161

Customer demand analysis, 91
Customer equity, 466, 470, 481
Customer feedback, 212
Customer intelligence, 114
Customer Interface Laboratory (Indiana University), 284
Customer lifetime value (CLV), 466, 470
Customer loyalty, 388, 389, 463, 468, 475, 483, 494
Customer-Managed Relationships (CMRs), 353
Customer needs, 321, 355, 494
Customer-oriented strategies, 301
Customer perspective, 271
Customer preference, 526
Customer readiness, 281
Customer relationship management (CRM), 466–471

complexities of, 469
and data warehousing, 564
defi nitions of, 37, 303, 380, 418, 446, 467, 470, 494
development of, 466
for marketing of high technology products, 300
in marketing research, 371
and relationship marketing, 468–469
returning customer ratio in, 271
and sales, 417
software for, 213, 217
in supply chains, 32, 122
technology, 114, 355
terminology, 470–471
as trend, 41
in wireless marketing, 489

Customer retention, 470
Customer sales force structure, 418
Customer satisfaction:

in business markets, 328–329, 368
and cost effi ciencies, 17
defi ned, 404
with marketing services, 401–403
market orientation toward, 521

Customer segmentation, 104, 369–370
Customer service, 103–117

defi ned, 103
Internet-enabled, 91
in manufacturing supply chains, 106–110

after-sales service supply chains, 106–107
implementation examples, 108–110
inventory of spare parts, 108
performance measures, 107–108

in marketing of high technology products, 298–299
principles of, 104–106

customer segmentation, 104
design of supply chain, 105
managing quality, 105–106
performance measures, 104–105
technology strategy, 106

in service supply chains, 110–112
in supply chain integration, 122
technologies, 113–116

bar code, 114–115
customer relationship manage ment/data mining, 114
electronic commerce, 115
product life-cycle management (PLM) software, 114
radio frequency identifi cation, 115
remote diagnostics (RD), 116
supply chain and revenue management software, 

113–114
voice technology, 115

terminology, 117
and warehousing/distribution, 171

Customer service representatives (CSRs), 111–112
Customer structure, 413
Customer trust, 469
Customer value, 323–324
Customer value and satisfaction (CVS) culture, 299
Customer value management, 320
Customer-value maximization, 469
Customization, 99–100, 126–127, 398, 404
Customs regulations, 25
Customs-Trade Partnership Against Terrorism (C-TPAT), 

153, 157
CVS (customer value and satisfaction) culture, 299
Cyberactivism, 515
Cyber crime, 671–672
Cybermonitoring, 497–498
Cyberscanning, 497, 515
Cybersquatting, 512, 516
Cycle stock, 43
Cycle time, 112

D
Dabholkar, P. A., 278
Daewoo Group, 780
Daimler Benz, 746
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Dalton, Maxine, 635, 636
Damaged goods, 90
DAMAS, 369, 370
Daniel, E., 161
DARPA (Defense Advanced Research 

Projects Agency), 586
Darwin, Charles, 331
Darwinian Niche Partitioning Hypothesis, 284
Darwinian perspectives:

on consumer behavior, 284–285
on internationalization, 522

Darwinian process, 285, 287
Dashboards, 361, 362, 364–365
Daskin, M. S., 177
Data aggregation, 236
Data analysis, 539–540
Databases:

customer, 114, 294
as enabling technology, 478
for online marketing, 450, 458
for radio frequency identifi cation, 224

Database denormalization, 557, 565
Database marketing, 494
Database normalization, 557, 565
Data cleansing, 562, 580
Data collection, 374–375
Data equivalence, 535–537
Data evaluation, 237
Data fi ltering, 236
Data integrity, 562, 563, 565
Data management:

in data warehousing, 557
defi ned, 565
for global system for mobile communications, 253–257
for radio frequency identifi cation, 235, 236–238

Data marts, 556–559
in business intelligence, 571, 574
defi ned, 565

Data mining, 494, 542–554
association analysis in, 549–550
challenges with, 543–544
cluster analysis in, 550–551
content mining, 552
and customer relationship management, 114
and data warehousing, 

556–557, 564
defi ned, 542, 554
link mining, 551–552
motivation for, 543
prediction tasks in:

algorithms, 546–548
ensemble methods, 548–549
terminology, 545–546

resources and tools, 553
terminology, 553–554
text mining, 551
web usage mining, 552–553

Data-on-network systems, 237, 245
Data-on-tag approach, 237, 246
Data privacy laws, 672
Data security, 238
Data staging, 570–571, 573

Data standardization, 562, 563, 565
Data transmission, 23
Data updating, 563
Data view, 576–577
Data warehouses, 556–565

applications of, 564
characteristics of, 557–558
defi ned, 556, 565, 580
implementation of, 560–562
integrated, 578–579
research issues with, 562–564
system examples, 558–560
terminology, 565

Data webhouses, 579, 580
D’Avanzo, R., 199
Davies, Donald, 586
Days sale in inventory (DSI), 204
DBSCAN, 551
DCs, see Distribution centers
Dead material, 48
DealTime.com, 383, 384
Dean, Howard, 503
Decentralization, of R&D, 183
Decision-maker stack, 325
Decision making:

action-driven, 806
by consumers, 292–293
in Indian economy, 818
and national culture, 766
in real-time supply chains, 268–271
tools for, 177
in transportation/logistics, 148

Decision point analysis, 46
Decision science perspective, 177
Decision Style Inventory (DSI), 658
Decision support systems (DSSs), 

556, 565, 659
Decision trees, 547
Deconsolidation of shipments, 154
Decoupling point, 50, 126
Dedrick, J., 620
De facto standards, 245
Defense Advanced Research Projects 

Agency (DARPA), 586
Degrees, in India, 848–849
Deighton, J. A., 298
de Jong, S. B., 760
De jure standards, 245
Dekker, H. C., 1
De Koster, R., 169, 173
Delays:

with e-procurement, 61
of information/materials, 48

Delight, 483
Deliverables, in market research, 375, 376
Delivery:

in just-in-time system, 74
in real-time supply chains, 265
in supply chain, 17

Dell Computer, 42, 46, 90, 91, 126, 127, 134, 337, 430, 450, 
476, 521–522

Dell, Michael, 521
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Delphi method, 177
Demand. See also Customer demand

aligning supply with, 125–126, 207, 213
and global business drivers, 618
and just-in-time approach, 43
for service parts, 107
in supply chains, 17, 18, 122

Demand amplifi cation, 47
Demand forecast, 214
Demand forecast accuracy ratio, 271
Demand planning, 214
Demand shaping, 214
Demand signal processing, 22
Demand smoothing, 202
Demographic data, 438
Deng, Xiaoping, 820
Denial of service, 229
Denial-of-service attacks, 237
Denormalization, 562
Density-based clustering 

methods, 551
Departmental goals, 410–414
Departmentalization, 168
Dependent data marts, 557
Deployment platforms, 95–96
Deployment stage (distribution network design), 161
Depreciation rate, 110
Deregulation, 72
De Ruyter, K., 485
Description tasks, 554
Deselection, 738
Design:

of after-sales service supply chain, 106–107
of aisles, 168
of global information and communications 

technologies, 669–672
of new products, 91–92
of organizations, 348
of supply chain, 105

Design-in, 326–329
Design language, 312–315
Design thinking, 305–311
Desktop OLAP, 575
Desocialization, 632
Desvaux, G., 774
Determinant attributes, 1
Detlor, B., 280
Detterman, D. K., 836
Developed countries:

innovative activity in, 679
Internet usage in, 520, 585, 603

Developing countries, 136
foreign direct investment in, 797
innovative activity in, 679
Internet usage in, 520, 585, 596, 653
population data from, 534
telecommunications in, 608

Developing economies, 818–820
Developing world, 610
Development, 609
Development teams, 673–674
Development web sites, 502

Devi Ahilya University, 850
DeVreede, G.-J., 760
Dharma, 783, 786, 805, 811
Dhebar, A., 283
D’hert, G., 171
Dholakia, R. R., 280
Diagonal lines, 312
Diaspora, global, 605
Diehl, K., 281
Differential pricing, 400
Differentiation:

in marketing research, 370, 380
profi ts from, 394
in value chain analysis, 1, 2
and wireless marketing, 488–489, 493–494

Diffuseness, 716, 721
Diffusion, of an innovation, 595–596, 598
Diffusion models, 360
Diffusion of Innovations (DOI) model, 277, 279–280, 287
Digital audio players, 477
Digital billboards, 506
Digital divide, 507, 610, 653, 665–666, 670, 675
Digital home health services market, 290
Digital inclusion, 610
Digital information, 653
Digital recording, 355
Digital signatures, 93
Digital television, 459
Dimensions, 580
Direct exporting, 522
Directionality, of information fl ow, 46
Directive decision makers, 657–658
Direct mail, 444, 452, 492
Direct marketing, 470, 492, 494–495
Direct materials, 53, 66
Directory submission, 456
Direct price elasticity of transport demand by 

each mode, 153, 157
Direct-response advertising, 492
Direct sellers, 370, 380
Direct selling agents, 414
Direct Selling Association, 408
Disaggregate data, 150, 157
Disaggregation, of tasks, 684
Disassembly, 272
Disasters, 207, 208
Discontinuous technological innovations, 279
Discrete-choice models, 149, 478–479, 481
Disney, 525
Display advertising, 443, 444, 446, 453, 460
Disruptive innovation, 337
Distance, 619
Distance learning, 634, 639
Distributed development, 728–729, 732
Distributed negotiation, 19
Distributed offshoring, 687
Distributed processes, 728
Distributed teams, 713
Distribution:

defi ned, 159
in material fl ow, 45
network design in, 161–162
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Distribution (continued )
performance measurement, 171–173
physical distribution channels in, 162–163
process view of, 159–161
site selection for, 189–190
software, 62
terminology, 173
in wireless marketing, 491–492

Distribution centers (DCs), 154, 157, 211
Distribution channels:

coordination of, 382, 386–387
in marketing mix, 370
members in, 390
optimization of, 161
and supply chain management, 21–22, 26

Distribution networks, 154
Distribution Planning Support System 

(DPSS), 161
Distribution system, 625
Distributors, 440
Distributor web sites, 502
Ditsa, G., 760
Divergence:

defi ned, 799
and globalization, 795
and global marketing, 521
in management practice, 793

Diversifi cation, 29, 625
Diversity:

of global team members, 713, 714, 720
of IT teams, 829
in workplace, 335

Diversity training, 720
Division of labor, 133, 134
DNS (domain name systems), 512, 586
DNS (domain naming services), 224
Docks, 168
Documentation function, of RFID, 237
Document clustering, 551
Document management, 57
DOI model, see Diffusion of Innovations model
Doi moi, 821, 823
Domain name systems (DNS), 512, 586
Domain naming services (DNS), 224
Dôme Coffees, 519
Domestic assembly, 138
Domestic marketing, 522, 528
Domestic markets, 519
Domino’s Pizza, 468
Doo Cho, Y., 759
Dot-com businesses, 56
DoubleClick, 444
Doubletree Hotel, 393, 395
Dove, R., 134
Downsizing, 735
Doz, Y. L., 616, 642, 645
DPRWorld, 456
DPSS (Distribution Planning Support System), 161
Drastic innovation, 685
Drickhamer, D., 91
Drill-through technique, 578
Drinking (in business etiquette), 776

Drop-shipping, 22, 90
Drucker, P., 462
Drucker, Peter, 332, 364
Drug development, 579
DSI (days sale in inventory), 204
DSI (Decision Style Inventory), 658
DSSs, see Decision support systems
Dual interface cards, 249
Dubai Ports World, 79
Dubé, Laurette, 279
Dukkha, 782
Dulebohn, J., 814
Dunbar, R. I. M., 285
Dunn, Clay, 811
Dunning, J. H., 615, 618
Dutkiewicz, A., 106, 107
Dutta, A., 24
DVD formats, 292
Dyadic relationships, 37
Dyna-METRIC assessment model, 108
Dynamic distortions, 47–48
The Dynamics of Industrial Location (R. Hayter), 185

E
E2E (engineer-to-engineer) commerce, 42
EAI (Enterprise Application Integration), 212
Early adopters, 279, 293, 371
Early concept (design-in), 327
Early majority, 279, 293, 371
EAS, see Electronic article surveillance
East Asia, 657, 659, 787
Eastwood, D., 281
EasyJet, 464
Eating (in Chinese business etiquette), 776
Eavesdropping, 228–229
EBay, 354, 381, 388, 389, 443, 656
E-business, 42

business-to-business, 328
as global business driver, 620–621

ebXML, see Electronic Business using XML
EC Directive on Privacy and Electronic Communications, 

486–487
E-Choupal Initiative, 666
E-collaboration, 635
E-commerce:

and consumer behavior, 280–282
customer loyalty with, 386
defi ned, 610
and distribution/warehousing, 159
and global marketing, 520
marketing mix for, 370
technologies for, 115

E-commerce networks, 604
E-commerce projects, 435–447

analysis of products/services for, 435–437
and emerging technologies, 444–445
goals for, 437
marketing plan document for, 445–446
online and offl ine market channels for, 441–444
relevant market/segments, 438–441

competitors, 439–441
target customers, 438–439

bindex.indd   890 12/1/09   10:17:55 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



 INDEX 891

technologies for, 92–95
terminology, 446–447
traditional channels for, 444

Economic challenges, 100
Economic geography perspective, 176–177
Economic independence, 604–605
Economics (in warehousing/distribution), 168
Economic value added (EVA), 199–202, 204
Economies of scale, 474, 481, 614, 625
Economies of scope, 614, 625
The Economist, 69, 82, 409
Economist Survey on Outsourcing, 647
eCRM (Electronic customer relation ship 

management), 26
ECR movement, see Effi cient Consumer 

Response movement
Edelman, 451
E-demonstrations, 493–494
Edgeware, 232, 246
EDI, see Electronic data interchange
EDIFACT, see Electronic Data Interchange for 

Administration, Commerce, and Transport
EDI Internet Integration (EDIINT), 92–93
Edmund.com, 301
Education, 860

and global Internet access, 605
in India, 846–852

Education Web sites, 502
EEPROM, see Electrically erasable and programmable 

memory
Effectiveness, 121
Effi ciency, 18

of e-sourcing, 58
as factor in R&D site selection, 181
improvement of, 699
incentive, 705, 707–709
of manufacturing, 139–140
operational, 705–709
in supply chain strategies, 121
valuation, 705
in warehousing/distribution, 168

Effi ciency/ineffi ciency confl ict, 283
Effi ciency of marketing, 271
Effi ciency-responsiveness continuum, 134
Effi cient Consumer Response (ECR) movement, 

42, 46
EFRAG, see European Financial Reporting 

Advisory Group
E-government, 97
Egypt, 588
EHealth, 394
EHRs (electronic health records), 290
80:20 rule, 37
Einstein, Albert, 356
Eisenhower, Dwight D., 585, 596
EISs, see Executive information systems
Ekagrata, 810
E-learning, 634
Electrically erasable and programmable memory 

(EEPROM), 249, 259, 262
Electromagnetism, 220
Electronic article surveillance (EAS), 220, 226–227, 230

Electronic Business using XML (ebXML), 93, 100
Electronic catalogs, 56, 66, 90
Electronic commerce, see E-commerce
Electronic customer relationship management 

(eCRM), 26
Electronic data interchange (EDI):

defi ned, 66
and e-commerce, 444
and e-procurement, 54, 55
in food production case study, 10, 11
in Internet-enabled supply chain management, 92–93
in sales, 413
in supply chain coordination, 22
in warehousing, 169

Electronic Data Interchange for Administration, 
Commerce, and Transport (EDIFACT), 668, 675

Electronic exchange, 56, 62, 66
Electronic health records (EHRs), 290
Electronic marketing, 298
Electronic marketplaces, 267
Electronic point of sales (EPOS), 46, 50
Electronic procurement (e-procurement), 54–66

benefi ts of, 62–64
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Global logistics (continued )
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ICANN, see Internet Corporation for Assigned Names and 

Numbers
ICC (integrated circuit card), 249, 262
ICC (International Chamber of Commerce), 597
ICC manufacturers, 249
Iceland, 534
ICT, see Information and communications 

technology
Idealized design, 356
iDEAS-W (Internet-based Data Envelopment Analysis for 

Warehousing), 171
Identify Friend or Foe (IFF) systems, 220, 230
IDTechEx, 211
I-EDI (interactive exchange protocol), 668
IFC (International Finance Corporation), 340
IFD (interface device), 249
IFF systems, see Identify Friend or Foe systems
IFRIC, see International Financial Reporting 

Interpretations Committee
IFRS, see International Financial Reporting Standards
Igloo, 342
IGo, 454, 455
IITs (Indian Institutes of Technology), 847, 848
Il-Horn, Hann, 384
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Illegal software, 671
ILS (integrated logistics support), 105
Image, 182
IMC, see Integrated marketing communication
IMF (International Monetary Fund), 779
Impairments, 753
Imperatives (storytelling), 308
IMP (Industrial Marketing and Purchasing) Group, 34
Implementation skills, 740
Implementation teams, 673–674
Imports, 680
Impression formation, 509
IMPs (interface message 

processors), 598
IMSI (international mobile subscriber identity), 255
Inbound e-mail, 458
Inbound logistics, 50
Incentives, 23–24
Incentive effi ciency, 707–709, 711
Income statements, 752
Incremental innovations, 337, 424
Incremental systems development, 561
Increment in market share, 271
IND, see Individualism
Independent agents, 413, 414
Independent data marts, 557
India:

case study on education/technology in, 845–860
diffusion of Internet in, 588
economic profi le of, 815, 816
in global economy, 71, 73, 79
growing market of, 618
information technology industry in, 804
intellectual property in, 622
Islam in, 784
management in, 785–786
newly developing economy of, 818–819
offshoring to, 828–829
outsourcing to, 364, 394
and travel, 839
urban population in, 534

Indian Institutes of Technology (IITs), 847, 848
Indian overseas management, 806–807
Indirect exporting, 522
Indirect materials, 53
Individual branding, 371
Individualism (IND), 669

in China, 773
collectivism vs., 716
in corporate partnering, 698
defi ned, 721, 767
and information management, 655, 662–663
in national culture, 758

Industrial clusters, 180, 191
Industrial design, 311, 315
Industrialization, 30
Industrial marketing, 317
Industrial Marketing and Purchasing (IMP) Group, 34
Industrial revolution, 133
Ineffi ciency, 16
InfoDev (Information for Development Program), 597
Infomat, 456

Information access, 292, 395
Informational web sites, 500
Information asymmetry, 705
Information and communications technology (ICT). See 

also Global information and communications 
technologies

defi ned, 598, 610, 639, 675
in global information systems, 665–667
in global workforce, 629, 632
marketing of, 424
and national culture, 758, 760
performance measurement of, 730–731
and poverty, 610
role of Internet in, 585, 596–598
in Rwanda, 604–605
skills training in, 638

Information distortion, 22
Information exchange, 292
Information fl ow, 2

in supply chains, 45, 46
in warehousing/distribution, 159, 169

Information for Development Program (InfoDev), 597
Information function, of RFID, 237
Information hiding, 732
Information horizon, 46
Information integration, 121
Information management, 89, 653–664

and culture, 654–663
digital information, 653
and individualism/collectivism, 662–663
and masculinity/femininity, 662
and power distance, 660–661
in real-time supply chains, 267–268
and strategic decision making, 657–660
terminology, 663–664
and time orientation, 662
and uncertainty avoidance, 661–662

Information overload, 760
Information-processing, 806
Information processing theory, 574
Information search, 280–281, 287
Information Tapestry project, 478
Information technology (IT):

and corporate partnering, 697
and culture, 654
for customer service, 106
defi ned, 625
and global business drivers, 616
and global logistics, 80–82
in real-time supply chains, 267–268
transparency with, 29
at Wal-Mart, 24

Information Technology Agreements (ITA), 597
Information-technology enabled services (ITESs), 

680–682, 688, 860
Information transparency, 236
Infrastructure:

as factor in R&D site selection, 181
in global account management, 741–742
threats to, with RFID technology, 237

ING, 344, 345
In-licensing, 704–706
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Inmon, Bill, 556, 557
InnoCentive, 358
Innovation, 127

adoption of, 595–596, 598
collaboration in, 294, 336–337
defi ned, 292, 303
in distributed energy supply, 606–607
economic, 604–605
global teams for, 713–714
and offshoring, 681, 683–687
rigidities in technological, 425–426
role of marketing in, 422
with storytelling, 308
technology, 767
transferral of, 644

Innovationjam, 650
Innovative products, 34, 105, 124–125
Innovators, 279, 293, 371
Innovator’s dilemma, 425, 433
Input_fi les, 255
Input markets, 685
Input/output (I/O), 260, 262
Input-output model, 163
Input/output points, 168
Input/output tables, 148
Inseparability (services), 396, 404
Inspiration (storytelling), 310–311
Instant messaging, 346, 505–506, 715–716
Institute for Scientifi c Information (ISI), 368
Institute for the Study of Business Markets 

(ISBM), 318, 321
Institute of Manufacturing (Cambridge University), 

186, 187
Institutional theory, 794, 799
Institutions, 758, 759, 767
Instrumentalities, 415, 418
Instrument design, 538
Intangibility, 395–396, 404
Intangible products, 298
Integrated circuit card (ICC), 249, 262
Integrated data warehouses, 578–579
Integrated logistics management, 2
Integrated logistics support 

(ILS), 105
Integrated marketing communication (IMC), 297–298, 

450, 460
Integrated materials management, 2
Integrated planning, 20–21
Integrated structures, 68
Integration:

with e-commerce initiatives, 436
in global marketing, 525
in manufacturing strategy, 135
with organizational communications, 513
in supply chain strategies, 121–122, 130
in transportation/logistics supply chains, 148

Integration issues, with RFID, 234–235
Integrative negotiation, 19
Intel, 371, 432, 684
Intellectual property:

and global information systems, 670–671
as globalization factor, 618, 621–622

and Internet diffusion, 597
in new product development, 294
and R&D offshoring, 684
in relationship management, 31
in technology sourcing, 707–708

Intelligent Island initiative, 669
Intended strategy process, 295
Interaction, 509
Interactive Advertising Bureau, 452
Interactive exchange protocol (I-EDI), 668
Interactive kiosks, 399
Interactive marketing, 404
Interactive media, 498–499
Interactive navigation, 575
Interactive Voice Response (IVR), 111, 399
Interactivity, 516
Interbrand, 487
Interconnection standards/protocols, 606
Interdependence, 793

coordinated, 187, 188
defi ned, 717, 721
in product development, 727
in relationship marketing, 464
types of, 124

Interdisciplinary teams, 362
Interface device (IFD), 249
Interface message processors (IMPs), 598
Interfi rm negotiation, 692
Interfi rm partnerships, 692–693
Intermodal gateways, 86
Intermodal strategy (transportation), 20, 75
Intermodal transport systems, 71, 152, 153
Internal business process perspective, 271
Internal collaboration, 32
Internal control, 716, 721
Internal global business drivers, 616, 617
Internal rate of return (IRR), 64
International accounting, 745
International accounting standards (IASs), 745–755
International Accounting Standards Board (IASB), 

746–751, 753–755
International Accounting Standards Committee (IASC), 

746–748, 755
International Accounting Standards Committee 

Foundation (IASCF), 746, 748, 749, 754, 755
International alliances, 691
International capital fl ows, 617
International Chamber of Commerce (ICC), 597
International competition, 178
International expansion, 704–705
International Finance Corporation (IFC), 340
International Financial Reporting Interpretations 

Committee (IFRIC), 746–751, 755
International Financial Reporting Standards (IFRS), 

745–747
challenges to, 754–755
defi ned, 747
due process of IASB and IFRIC, 749–750
in European Union, 750–751
terminology, 755
in United States, 751–752
U.S. GAAP vs., 752–754
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International institutions, 597
Internationalization, 2, 841
International joint ventures (IJVs), 692, 699
International key account management, 735, 743
International manufacturing, 177–178
International Maritime Organization, 83
International marketing, 524, 528
International mobile subscriber identity (IMSI), 255
International Monetary Fund (IMF), 779
International Organization for Standardization (ISO), 

225, 227, 668
International Organization of Securities Commission 

(IOSCO), 748
International sourcing, 49
International strategic alliances (ISAs), 695–697
International supply chains, 68–69, 80–82, 84, 

85, 87–88
International technology transfer, 759–760, 767
International Telecommunication Union, 665
International trade, 614
International trade theory, 625
International Visa, 260
Internet, 602–610

access to, 484, 607–609, 653
and alternative pricing strategies, 301, 302
blogs, 339–341
business-to-business marketing with, 328
connectivity with, 653
and consumer behavior, 280–281
in crisis planning, 510
as distribution channel, 298
e-procurement systems with, 55
expansion of connectictivity with, 603–605
future directions for global deployment of, 

609–610
gaming consoles with, 282
as global business driver, 620
and global inclusion, 602, 603
and global marketing, 520
growth of, 680
impact of, on warehousing, 169
and issues management, 510–511
and marketing strategy analysis, 355
as medium for commerce, 277
price competition on, 383
for sales, 417
sales training via, 415
self-service technology on, 399
as source for high-technology consumers, 292
and supply chain management, 24
system design approaches with, 206
technology expanding access to, 605–607
terminology, 610
Web 2.0 technologies, 337–349

cloud computing, 346–347
podcasting, 341–342
social media, 342
software as a service, 347
success areas in, 347–348
virtual worlds, 342–344
wikis, 344–346

wireless, 483–484

Internet banking, 281
Internet-based Data Envelopment Analysis for 

Warehousing (iDEAS-W), 171
Internet black holes, 666, 675
Internet cafes, 596, 608
Internet Corporation for Assigned Names and Numbers 

(ICANN), 586, 588
Internet diffusion, 585–598

across the world, 588–595
economic factors impacting, 596
future scenarios of, 587–588
history of, 585–587
institutional factors impacting, 596–598
terminology, 598
theories of, 595–596

Internet-enabled supply chains, 89–101
challenges with, 96–100

economic, 100
social, 96–97
technical, 97–100

deployment platforms for, 95–96
impacts of, 92
management of, 89, 92–95
status of, 89–92
technologies, 92–95

electronic data interchange, 92–93
XML-based B2B interaction frameworks, 93
web service, 93–95
terminology, 100–101

Internet hosts, 586–589, 598
“Internet of things,” 243–244, 246
Internet procurement, 19
Internet Protocol TV (IPTV), 587
Internet Security and Acceleration Server, 95
Internet shopping agents (ISA), 383
Internet usage, 520, 610
Interviewing, personal, 538
Interwarehouse management, 163
Intrafi rm (term), 688
Intrafi rm offshoring, 678, 685–686
Intrafi rm trade, 680
Intranets, 502
In-transit merges, 162
Intrateam diversity, 669
Intrawarehouse management, 163
Introductions (in Korean business etiquette), 781
Inveneo, 607
Invention, 292, 302
Inventory:

for after-sales service, 107
costs of, 159
and customer demand, 48
and e-procurement, 54, 62
fl uctuation in, 207
physical, 43–44
in service operations, 112
of spare parts, 108

Inventory control policies, 164
Inventory decisions, 161
Inventory forecast accuracy, 271
Inventory holding centers, 165
Inventory management, 90
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Inventory positioning, 214
Inventory processes, 212
Inventory reduction, 147
Inventory response time, 107
Inventory turnover, 107
Inventory turns, 194
Investment, 100
Investment analysis, 177
Investor relations web sites, 501
IOSCO (International Organization of Securities 

Commission), 748
Iowa Electronic Markets, 360
iPhones, 417, 479
iPods, 296, 305, 310, 313, 354, 370, 435–436
IPTV (Internet Protocol TV), 587
Ireland:

diffusion of Internet in, 588
offshoring to, 667–668, 828
urban population in, 534

IRR (internal rate of return), 64
Irving Group, 75
ISAs (international strategic alliances), 695–697
ISBM (Institute for the Study of Business Markets), 

318, 321
ISI (Institute for Scientifi c Information), 368
Islam, 783–786, 788
ISO, see International Organization for Standardization
ISO 9000 series, 646
ISO 14000 series, 646
ISO-18000 standard, 222, 226, 227
IS-OPTIMUS, 91
Israel, 588
Issuance, of smart cards, 251
Issues management:

defi ned, 516
in online public relations, 510–511
in traditional public relations, 498

Issuer-to-card scripting, 259
ITA (Information Technology Agreements), 597
Italy, 588
IT Chemist, 605
ITC Limited, 666
i2 Technologies, 113
Ives, B., 616, 618, 619
IVR, see Interactive Voice Response
Iyer, G., 383, 385
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Jack, G. A., 764
Jackson, B. B., 34
Jaffee, D. M., 623, 624, 680
James, M., 99
Jap, S., 440
Japan, 776–779

adoption of Western statistical approaches in, 793
business etiquette in, 779
cohesive leadership in, 663
communication in, 596
cultural infl uences on strategic management in, 

803–806
cultural virtues in, 778–779
diffusion of Internet in, 588

economic history of, 776
economic profi le of, 815, 816
in global economy, 71, 73
keiretsu in, 777–778
personal correspondence in, 598
strategic decision making in, 657–660
time orientiation in, 662
uncertainty avoidance in, 661
urban population in, 534
zaibutsu in, 777

Japanese industrial model, 28–29
Japanese producers, 41
Jarvenpaa, S. L., 616, 618, 619
Jatropha oil, 607
Java-based Web applications, 96
Java Card, 259, 260
Jefferson, Thomas, 641
Jeitinho, 764
Jenkins, C. H., 171
Jensen, J. Bradford, 680
Jensen, Robert, 759–760
Jerry’s Guide to the World Wide 

Web, 449
JetBlue Airways, 393, 401, 456
JetBlueHostage.com, 456
Jiang, H. C., 91
Jin, Goh Hup, 810
JIT approach, see Just-in-time approach
Jive, 342
Job discrimination, 414
Job loss, 667
Joglekar, N. R., 730
Johansen, R., 634
John, D. R., 279
Johnson, E. J., 280, 384
Johnson & Johnson, 361
Johnston, M. W., 414
Joiners, 451
Joint ventures (JVs), 34, 691–692

defi ned, 711
role of culture in, 699
and technology sourcing, 704–708

Jones, D. T., 2, 4, 13
Jordan, W. C., 141
JotSpot, 344
Journalists, 456, 500–501, 505
Juels, Ari, 228, 229
Jungthirapanich, C., 177
Jupiter Communications, 458
Justice, 379
Just-in-time (JIT) approach:

defi ned, 37–38, 50, 87
for logistics, 69, 74–75
for physical fl ows, 41, 43, 44
in real-time supply chains, 268
for relationship management, 31

JVs, see Joint ventures
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Kapow Technologies, 346
Kaput, K. W., 696
Kärkkäinen, M., 100
Karma, 782, 783
Kasarda, J. D., 616
Ka-shing, Li, 810
KBDSS (knowledge-based decision support 

system), 177
KDD (Knowledge Discovery in Databases) process, 542
KDnuggets, 553
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Keck Virtual Factory Lab, 171
Kedia, B. L., 763
Kehoe, D., 91
Keil, Mark, 760
Keiretsu, 776–778, 788, 811
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Keller, K. L., 489
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Keneva, 343
Kenya, 604, 666
Keskinocak, P., 24
Ketels, C., 37
Key account management, 736, 743
Key performance indicators (KPIs), 10, 11, 13
Keyword advertising, 455–456, 460
Keywords, 503
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Kick-off meetings, 716–717
Ki key, 255
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Kim, J., 563
Kim, Jiyeon, 278
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Knowledge assets, 332
Knowledge-based decision support system (KBDSS), 177
Knowledge centers, 297, 616, 621
Knowledge communities, 659
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Knowledge Discovery in Databases (KDD) process, 542
Knowledge economy, 180, 191
Knowledge gaps, 727
Knowledge-intense processes, 569, 570
Knowledge management, 57, 631, 670
Knowledge-sharing, 605, 696
Knowledge spillovers, 621
Knowledge transfer, 695–697
Knox, S., 466
Kogut, B., 695, 696, 704
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Korea, 779–781. See also South Korea
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Kotler, P., 489, 492, 493
Kotler, Philip, 367
Kozinets, R. V., 315
KPIs, see Key performance indicators
KPMG, 110
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Kulviwat, Songpol, 278
Kumar, N., 91
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Labor Contract Law, 821
Labor costs, 617
Labor expenses, 152
Labor market, 680
Laggards, 279, 293, 371
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Lai, K. K., 169
Lal, R., 383, 386
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Lambert, D. M., 34, 122, 197, 200
Lamming, R., 32–33, 35–37
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Language, 718, 719, 740, 741, 838
Language barriers, 597–598, 608, 670
Lao Tzu, 772, 785
LaPebbles.com, 520
Lapide, Larry, 267
Laptop computers, 417
Large data volume, 236
Lasserre, P., 806
Lassk, F. G., 416
Last-In First-Out (LIFO) inventory method, 753
Last mile problem, 20
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Late modernism (design), 313
Lateral transfers of knowledge, 806, 808
Latin America. See also specifi c countries

diffusion of Internet in, 589, 594
foreign direct investment in, 796–797
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Latin America (continued )
internet usage in, 520, 603
local environmental diversity in, 527
mobile communications in, 608
telecenters in, 604
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Lauterborn, Robert, 324, 329
Lawler, J., 819
Lawson, B., 2
Layout design, for warehousing, 167–169
LBA, see Location-based advertising
Leadership:

of chaebols, 780
for collaboration, 347
of global teams, 719–721
in global workforce, 636–637
in human resource management, 817
in innovation, 426
by sales managers, 408–409

Leagility, 126
Lean (term), 13
Lean manufacturing, 44, 142–143, 211
Lean production, 48
Lean supply, 29
Lean techniques, 6, 12, 43
Learning, 633–634, 695
Learning ability, 188
Learning and growth perspective, 271–272
Learning curves, 637, 639
Learning organizations, 639
Learning theory, 306–307
Least-cost location theory, 176
Lee, E.-J., 281
Lee, H., 24, 97, 178, 232
Lee, H. L., 22, 23, 104, 105, 121, 125, 126
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as factor in R&D site selection, 182
in global ICT, 670–672
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Leidner, D. E., 760
Lemmi Fashion, 238
Lemon, K. N., 418
Lenovo, 371, 519, 797
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Level schedule, 50–51
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Levitt, T., 462, 525
Lexus, 451
LF, see Low frequency
L-form organizations, 642, 650

LFR (location factor rating), 186
Li, Charleen, 629–630, 635, 636
Li, K., 109
Liberalization, 819
License plates, 475
Licensing, 692
Lichlinder, J. R. C., 602
Licklider, J. C. R., 585–586, 602
Liden, R. C., 691
Life cycle, of customer, 326–329
Life cycle analysis, 371–372
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Lifestyle, 483, 488
Lifetime employment, 778, 821
Lifetime value, 368, 371, 380
LIFO (Last-In First-Out) inventory method, 753
Li & Fung Limited, 128–129, 810
Likert scale, 111
Lin, C.-H., 278
Lin, H.-Y., 562
Lincoln Electric, 320
Linear barcodes, 230
Line networks, 154
Link-analysis tasks, 544–545
Linkedin.com, 504, 632
Link exchange, 503
Link mining, 551–552
Links, 155, 157
Linksys, 368, 371
Linux, 431
LISA (Localization Industry Standards Association), 673
Listservs:

in global workforce, 633
in public relations, 505

Literacy rates, 595–597, 608
Litigation, 731
Littman, J., 308
Liu, Yunchuan, 387
Live chat, 450
Livestock, RFID labeling of, 221
L.L. Bean, 465
LLC (low-cost country) manufacturing, 137
Load factor, 150, 155
Loading, application, 251–252
Load ratio, 161
Local demands, 616, 645–646
Localization, of medical tools, 241
Localization Industry Standards Association (LISA), 673
Location, 625

as factor in global ICT, 670
of global account management programs, 736
and international trade, 614–615
regional economics of, 614
of warehouses/plants, 161

Location appropriateness, 187
Location-based advertising (LBA), 492, 495
Location decision, 179
Location factor rating (LFR), 186
Location theory, 614–615
Loch, C. H., 724
Lock-in, 368, 371, 380
Loewenstein, George, 479
Logistics, 156–157. See also Global logistics
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added value of, 146–147
available data on, 148
cost functions, 147
decision making, 148
defi ned, 146, 157
in global networks, 616
government intervention in, 156
green, 156, 209
in material fl ow, 45
with offshoring, 681
outbound, 51
outsourcing of, 148–149
and profi tability, 159
route choice, 155–156
site selection for, 189–190
and supply chain management, 20
terminology, 157

Logistics management, 2
Logistics model, 151
Logistics network design, 150, 157
Logistics Performance Index (LPI), 82
Logos, 487
LoJack, 437
“The Long Tail,” 338
Long-term action plan achieve ment, 271
Long-term contracts, 105
Long-term decisions, 20
Long-term orientation (LTO), 655, 662, 

669, 758
Long-term relationship selling, 407, 410, 460
Lord, B. R., 1
Loss of face:

and confl ict resolution, 837
in Korean business etiquette, 781

Lotus Notes, 659
Low-context cultures, 721
Low-context information systems, 808
Low-cost country (LLC) manufacturing, 137
Low-cost production, 138
Low frequency (LF), 225, 230
Loyalty. See also Brand loyalty; Customer loyalty

with e-commerce, 386
in human resource management, 817
of Korean employees, 780
in strategic management, 805

Loyalty promotion, 481
Loyalty rewards programs, 401
LPI (Logistics Performance Index), 82
LTL (less-than-truckload) diseconomies, 22
LTO, see Long-term orientation
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M
MacBeth, D., 35, 36
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Machine uptime/availability, 107, 109
MacMurray, T., 803
Macquarie Infrastructure 
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MADM2 method (multiple attribute decision 

making), 177
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Maersk, 78
Magnan, G. E., 122
Magretta, J., 126
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Mahar, S., 90
Mail surveys, 538, 539
Maintenance, of supply chain relationships, 36–37
Maintenance, repair, and operation (MRO) marketing, 

328, 329
Majesco Mastek, 347
Make-or-buy decisions, 149
Makes-to-order (MTO), 20, 47
Makes-to-stock (MTS), 20, 48
Make-to-forecast (MTF), 44, 46, 51
Make-to-order systems, 216
Making (process), 17
Malaysia, 597

economic profi le of, 816
Islam in, 784
management in, 786
mobile marketing in, 487
newly developing economy of, 819–820
subethnic groups in, 771

Malnight, T. W., 799
Management. See also Global management

of e-sourcing components, 57
of global supplier networks, 49
impact of RFID on, 243
of Internet-enabled supply chains, 89, 92–95
of manufacturing, 139
of offshoring, 683–687
of online public relations, 511–512
of quality, 105–106
of service operations customer service, 112
of supply chain relationships, 31, 32, 42
of technological change, 758–760
of technology, 767

Management accounting, 1
Management information systems (MISs), 

567, 581
Management-labor relations, 821
Management systems, 169–171
Mani, K., 195
Manipulation checks, 377
Mann, C. L., 680
Manrakhan, S, 621, 622
Manuel, J., 717
Manufacturers’ representatives, 413
Manufacturer storage, 162
Manufacturing, 133–143

agile, 134, 142–143
contract, 138, 324
defi ned, 191
evolution of, 133–134
fl exibility with, 140–142
focused, 134
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Manufacturing (continued )
and global business drivers, 623
in global supply chains, 136–138
global teams in, 714
green, 143
lean and agile, 142–143
low-cost, 81
offshoring of, 679–680
outsourcing of, 647
and radio frequency identifi cation, 239–240
of smart cards, 249–251
strategic and operational facets of, 134–136
supply chain design and management of, 139
supply chain effi ciency and responsiveness of, 139–140
and supply chain management, 20–21
taxonomy of global facilities, 138–139
terminology, 143

Manufacturing Location Decisions (P. Pongpanich), 184
Manufacturing mobility, 188
Manufacturing prototypes (design-in), 327
Manufacturing resource planning (MRP II), 44
Manufacturing strategy, 135, 191
Manufacturing supply chains customer service, 106–110

after-sales service supply chains, 106–107
implementation examples, 108–110
inventory of spare parts, 108
performance measures, 107–108

Manugistics, 113
Many-to-many relationships, 56
Many-to-one relationships, 56
Mao Ze-dong, 820
Mapping, of value gaps, 201–202
Map Share service, 437
Marginal cost, 370, 380
Marginal innovation, 685
Marginal value of time (MVT), 110
Mariampolski, H., 307
Marine highways, 83
Market analysts, 297
Market basket analysis, 544, 549
Market behavior data, 375
Market consolidation, 291
Market data, 811
Market dynamics, 360–361
Market dynamism, 34
Marketing, 422–425. See also specifi c headings

buzz, 400
defi ned, 422, 433, 528
effi ciency of, 271
of high-technology products, 290–303, 424–433

alternative pricing strategies, 300–302
challenges, 421
competencies, 425–432
consumers’ decision making processes, 292–293
customer relationship management, 300
customer service/satisfaction frameworks for, 

298–299
environment, 290–292
market orientation/creative promotion strategy, 

296–298
market segmentation, 293–296
market uncertainty, 424

multiple distribution channels for, 298
rigidities, 425–426
terminology, 302–303, 432–433

threats to, with RFID technology, 237
value propositions in, 422–423

Marketing action, 376
Marketing campaigns, 439
Marketing communication, 449–460

in advertising, 451–455
online formats and vehicles, 453–454
performance metrics, 454–455
pricing models, 454
spending for various media, 452–453

in current marketing context, 449–450
future of, 459–460
marketing public relations, 456–457
permission marketing, 458–459
with sales promotion offers, 457–458
with search-engine optimization, 455–456
with social media, 451
terminology, 460

Marketing departments, 21, 469
Marketing Engineering Toolkit, 322
Marketing metrics, 362, 470
Marketing mix, 370–371, 380, 423, 433, 471
Marketing plan document, 445–446
Marketing public relations (MPR), 456–457, 460
Marketing research (MR), 367–380

activities, 369–372
branding, 371
competitive analysis, 369
customer relationship management, 371
customer segmentation, targeting, and product 

positioning, 369–370
life cycle analysis/product portfolio management, 

371–372
marketing mix, 370–371

ethics, 377, 379
planning, 372–376
questionnaire design, 376–378
sampling, 376
scientifi c method in, 368
terminology, 379–380
on trading/transaction 

channels, 162
Marketing strategy analysis, 352–365

building competence for, 362–363
core questions of, 356–358
defi ned, 352, 365
in modern marketplace, 353–354
sources for, 363–364
with technology, 354–356
terminology, 364–365
tools/processes, 358–362

Marketing uncertainty, 424
Market-integrated organization, 739
Market mediation, 18
Market orientation, 296–298, 433, 521
Market penetration, 301
Market research, 483
Market segmentation:

in business markets, 322
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and customers, 104, 369–370
defi ned, 303, 329–330, 380, 433, 495
of high technology products, 293–296
in marketing research, 369–370
and personalization, 474
of suppliers, 34
in technology marketing, 423, 428–430
in wireless marketing, 488–489

Market share models, 360
Market skimming, 301
Market uncertainty, 424, 433
Markman, A. B., 279
Markup pricing, 300
Markusen, J., 680–681
Marshall, G. W., 414, 416
Martin, R., 815
Martinsons, M. G., 658
Masculinity (MAS), 669

in corporate partnering, 698
defi ned, 767
and information management, 655, 662
in national culture, 758

Mashups, 346–347, 349
Maslen, P., 589
Mason, R. O., 616, 619
Massachusetts Institute of Technology, 345
Mass customization, 126–127, 130, 404
Massey, G. R., 285
Mass marketing, 471
Mass production, 133
Mass promotion, 475
Matching, 562, 563, 565
Material fl ow, 2, 33

basic features, 42–43
logistics and distribution, 45
physical inventory, 43–44
production process, 44–45

Material handling, 168
Material-handling technologies (MHTs), 163
Material requirements planning (MRP), 44, 51, 142
Mather, H., 46
Matrix organization, 739
Matten, D., 618
Maugain, O., 180
Maverick purchasing, 53–54, 63
Maxmin, Jim, 465
Mayo clinic, 396
Mayzlin, D., 386
Mazda, 314, 778
Mazursky, D., 281
McAfee, Andrew, 338
McDermott, P., 176–177
McDonough, E., 716
McGaughey, R. E., 197
McKinnon, A., 147
McKinsey Global Institute, 136
McLaughlin, C. P., 618
McNealy, Scott, 388
M-commerce, see Mobile commerce
MDDBs, see Multidimensional databases
MDX (MultiDimensional eXpressions), 564
Mead, Margaret, 654

Measured data, 241
Measure equivalence, 536–537, 540
Measurement:

of online public relations, 513–514
in performance management, 729–731
in R&D settings, 724–725

Measurement bias, 731, 732
Measurement instrument, 371, 380
Measurement noise, 731, 732
Measurement reliability, 377, 380
Measurement validity, 380
MedDev, 730
Media, 493
MediaCart Holdings, 240
Media Metrix, 384
Media relations, 498
Media richness, 508, 516
Medicines, 242
MediKiosk, 394
Meetings:

between global account and supplier teams, 741
kick-off, 716–717
software for, 669
virtual, 720–721

Mega-ships, 71
Mehrotra, A., 161
Meiji government, 776
Mela, C., 475–476
Melnyk, S. A., 195
Memory cards with logic, 249
Memory-only cards, 248–249
Memphis design, 313
Mencius, 785
Mental models, 356–357, 365
Mentoring, 635
Mentzer, J. T., 5, 106, 121
Merchandising, 380
Merchants, 804
Merck, 527
Mergence, 244
Merger and acquisition activities, 206
Merli, G., 33, 34, 36
Merrill, Thomas, 586
Message quality, 512
Messaging services, 93
Metacognitive cultural intelligence, 836, 839–841
Metadata:

and data warehousing, 562, 565
defi ned, 580
in online analytical processing, 571, 574, 576–577

Metaskills, 414
Meta tags, 455–456
METRIC (Multi-Echelon Technique for Recoverable Item 

Control), 108
Metric equivalence, 537, 540
Metro AG, 240
Meuter, M. L., 278, 281, 286
Mexico:

alliances with, 699
diffusion of Internet in, 589

Meyer, A. D., 766
Meyer, D., 771, 774, 786
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Meyer, K. E., 771
Meyers, J. J. M., 161
MHTs (material-handling technologies), 163
Mick, D. G., 283, 286
Microblogging, 506
Microchips, 436–437
Microlevel behavioral issues, 692–693
Micronetwork theory, 692–693
Microprocessor cards, 249
Microrestructuring, 687
Microsites, 501
Microsoft, 240, 259, 296, 340, 342, 346, 360, 368, 375, 457, 

563, 829
Microsoft Message Queue (MSMQ), 95
Microsoft .NET, 95
Microwave tags, 226
Middle East, 520, 588, 590, 603. See also specifi c countries
Middleware, 232, 234, 237, 246
Mihiotis, A., 161
Miles, M. B., 766
Milk-round (milk run) collection/delivery, 45, 51, 154
Miller, A., 99
Miller, J. G., 136
Mills, J., 92
MIME (multipurpose Internet mail extensions) 

security, 93
Min, S., 122
Mintel International Group Ltd., 112
MinuteClinic, 400
Miscommunications, 637
MISs, see Management information systems
MME (mobile media and entertainment), 486
MMS (multimedia messaging services), 484
MNCs, see Multinational corporations
MNEs, see Multinational enterprises
Mo, J. P. T., 91, 97
Mobile access, 563
Mobile banking, 485, 608
Mobile co-brands, 488
Mobile commerce (m-commerce), 446, 485–487, 490
Mobile coupons, 489, 493
Mobile entertainment, 485–486
Mobile Marketing Association, 484
Mobile media and entertainment (MME), 486
Mobile spam, 486–487
Mobile Spam Code of Practice, 486
Mobile technologies, 436

devices, 224, 228–229, 659
and e-commerce, 444–445
as emerging trend, 621
marketing with, 459, 483–494
and personalization, 478

Mobile telephony, 610
Mobility, 484
Mobil Oil, 716
Mode choice elasticities, 153–154
Modes of governance, 123
Moderated online discussions, 634
Modernism era of design, 313
Modern organizational structures, 332–334
Modifi ed re-buy, 328, 329
Modularity strategy, 41

Mohr, J., 440
Moinzadeh, K., 108
Moksha, 783
MOLAP, see Multidimensional online analytical 

processing
Moncrief, W. C., 416
Monczka, R. M., 49
Monitoring:

cybermonitoring, 497–498
effi ciency in, 707–708
environmental, 497–498
of progress, 721

Mono Indian tribes, 309–310
Monroe, Kent, 390
Monte Carlo methods, 185, 191
Montgomery, A., 384, 388
Montoya-Weiss, M. M., 674
Moon, S., 563
Moore, G., 294, 439
Moore, G. A., 279
Moral hazard, 705, 711
Moreau, C. P., 279, 283–284
Morgan, R. M., 465
Moriarty, S., 489
Morris, D., 1
Morrison, Alastair M., 280
Mosaic web browser, 606
Motes, 226, 227
Motivation, 281, 415
Motivational cultural intelligence, 836, 

840, 841
Mourits, M., 161
MP3 players, 370, 425, 477
MPR, see Marketing public relations
MR, see Marketing research
MRCs (multiregional companies), 644
MRO marketing, see Maintenance, repair, 

and operation marketing
MRP, see Material requirements planning
MRP II (manufacturing resource planning), 44
MSC (Multimedia Super Corridor), 597
MSMQ (Microsoft Message Queue), 95
MSN, 455
MTF, see Make-to-forecast
MTO, see Makes-to-order
MTS, see Makes-to-stock
MTS Allstream, 345
MTV, 519
M2M (machine to machine), 243
Muhanna, W., 384
Multiapplication BasicCard, 259, 260
Multiapplication cards, 255
Multiculturalism, 512
Multidimensional data, 580–581
Multidimensional databases (MDDBs), 571, 

574–578, 581
MultiDimensional eXpressions (MDX), 564
Multidimensional online analytical processing (MOLAP), 

575, 581
Multidomestic marketing, 524, 528
Multidrop tours, 154
Multi-echelon inventory optimization technology, 209
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Multi-Echelon Technique for Recoverable Item Control 
(METRIC), 108

Multimedia e-mail, 444
Multimedia messaging services (MMS), 484, 485
Multimedia Super Corridor (MSC), 597
Multimodal transport systems, 153
Multinational corporations (MNCs):

in Asia, 797–798
as business cluster, 802
and convergence, 747
coordination in, 178
global management of, 643, 647
global marketing by, 518
multiple sites for, 186
opening of markets to, 794
partnerships with NGOS, 646

Multinational enterprises (MNEs), 615, 618, 622
defi ned, 625
imports from, 680
technology sourcing for, 704–711

Multinational marketing, 524, 528
Multinational production, 615
Multiple attribute decision making (MADM2 

method), 177
Multiple distribution channels, 298
Multiple docks, 168
Multiple formats measurements, 731, 732
Multiple hierarchies, 578
Multipurpose Internet mail extensions (MIME) 

security, 93
Multiregional companies (MRCs), 644
Multi-tenant (term), 349
MULTOS, 259, 260
Muniz, A. M., Jr., 488
Murray, W., 815
Murthi, B. P. S., 384
MVT (marginal value of time), 110
Myers, M. D., 654
MySpace, 342, 442
Mystery shoppers, 359, 365
Mzinga, 342

N
NAFTA, see North American Free Trade Agreement
Naïve Bayesian classifi ers, 548, 551
Name cards, 779
Name recognition, 487
Name-your-own-price (NYOP) models, 388–390
Nandhakumar, J., 717
NAPs (network access points), 606
Narasimhan, Chakravarthi, 384
Nardon, L., 759, 761, 766
Narratives (storytelling), 307–308, 315
Narus, James, 320
Nassimbeni, G., 49
National Association of Sales Professionals, 408
National Center for Supercomputing, 606
National culture, 757–767

defi ned, 767
future research on, 765–766
and management of technological change, 758–760
and management practices, 794–795

research on, 760–764
sociocognitive approach to, 764–765
terminology, 766–767

National EPC Network Demonstrator Project (NDP), 98
National innovation systems (NISs), 758, 767
National sampling units, 538
National Science Foundation, 133, 596, 598, 606
National systems, 758–759
Natural customer behavior, 359
Natural disasters, 208
Natural search, 455–456
NCP, see Network control protocol
NDP (National EPC Network Demonstrator Project), 98
NDP Extension project, 98
Nearest-neighbor learners, 548
Nearshoring:

defi ned, 729, 841
and global information technology workforce, 828–829

Neef, D., 56
Neelman, David, 456
Neely, A., 197
Negotiation, 53, 57, 80, 185
Nemawashi, 659
Nemes, L., 97
NEPAD (Partnership for Africa’s Development), 605
Nepotism, 818
Nestlé, 527
Netessine, S., 90
the Netherlands, 536, 588
Net present value (NPV):

defi ned, 64, 191
on parameter selection, 100

Net promoter score, 329, 362
Netscape, 475
Networks:

defi ned, 191
and global business drivers, 615–616
for marketing, 357–358

Network access points (NAPs), 606
Network-based access, 213
Network centrality, 691, 693, 694
Network closure theory, 691
Network control protocol (NCP), 586, 598
Network design:

in distribution, 161–162
in planning process, 214
in supply chain management, 18–20

Network effects, 433
Networking:

defi ned, 625
as global business driver, 619
in global workforce, 632
with multiple sites, 186–189
in offshoring/outsourcing, 681
in ubiquitous computing, 244

Network planning, 213–214
Network profi le, 694–695
Network theory, 691
Network Working Group (NWG), 586
Neuromarketing, 284, 287
Neutral relationships, 716, 721
New economic geography, 614, 625
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New IT investment, 271
Newly developed economies, 815–818
Newman, Robert, 586
New/obsolete confl ict, 283
News aggregators:

defi ned, 516
for online public relations, 504–505

Newsboy model, 19, 26
Newsletters, 297, 505
Newspapers, 452
News reader software, 504
News wire distribution services, 500
New Zealand, 588
Ney, Steven, 759
NGOs, see Nongovernmental organizations
Niche marketing, 471
Nicholaisen, Donald, 754
Nichols, E. L., 621
Nighttime transport, 154
Nikaah, 784
Nike, 353, 354, 519
Nintendo, 354
Nisbett, R. F., 657
Nishii, L. H., 835
NISs (national innovation systems), 758
Nix, Nancy, 23
NLOS (non-line-of-sight) wireless broad band technology, 

606, 610
Noble Eightfold Path, 782
Nodes, 154, 155, 157
Nokia, 180, 224
Nondeterministic view of culture, 764
Nonequity alliances, 692
Nonfi nancial incentives, 415, 416
Nonfi nancial metrics, 200–201
Nongovernmental organizations (NGOs):

as global business driver, 618
partnerships with multinational corporations, 646
and technical innovations, 604, 606–607, 609

Non-line-of-sight (NLOS) wireless broadband technology, 
606, 610

Nonproduction goods, 51
Nonresident Indians, 802
Nonresponse bias, 358
Non-value-adding (NVA) activities, 8
Nonverbal communication, 838
Nordstrom, 402
Normative location theory, 176
NORSAR, 588
Nortel Networks, 718
North, D. C., 596
North America. See also Canada; United States

diffusion of Internet in, 588–589, 594
internet usage in, 603

North American Free Trade Agreement 
(NAFTA), 72, 87

Northeast Asian culture, 772–782
China, 772–776

business etiquette, 775–776
economic history, 773
family business organizations, 774–775

Confucian traditions, 772

Japan:
business etiquette, 779
cultural virtues, 778–779
economic history, 776
keiretsu, 777–778
zaibutsu, 777

Korea, 779–781
business etiquette, 781
business strategy, 781
chaebols, 779–780

streams of management in, 771
Taoist traditions, 772

North Korea, 779
Not-for-profi t organizations, 502
Novack, R. A., 171
Novak, T. P., 280, 286, 298
Novell, 345
Nowland, J., 807
NPV, see Net present value
NTL (nurturant task leadership) style, 786
NTT DoCoMo, 596
NUMMI, 141
Nurturant task leadership (NTL) style, 786
NVA (non-value-adding) activities, 8
NWG (Network Working Group), 586
NYOP models, see Name-your-own-price models

O
OBI (Open Buying on the 

Internet), 100
Objective culture, 835
Object naming service (ONS), 224, 244, 246
Obligational approach, 32
Observability, 279, 706
Observation, 307
Obsolescence:

planned, 296
of technology, 291, 431

Occupational categories, 536
Occupation-centric analysis, 681
Ocean ports, 72
Ocean shipping, 75, 80, 81, 152
ODM (original design manufacturer), 138
ODS, see Operational data store
OECD, see Organization for Economic Cooperation and 

Development
OEMs, See Original equipment manufacturers
Offl ine market channels, 441–444
Offl ine shopping, 478
Offshore in-sourcing, 667
Offshore outsourcing, 667, 688
Offshoring, 678–688

culture’s infl uence on, 619
defi ned, 666, 688, 732, 841
distributed, 687
emerging paradigms of, 686–688
in global information and communications 

technologies, 666–668
and global information technology workforce, 828–829
of information technology enabled services, 680–682
management challenges with, 684–687
of manufacturing, 206, 679–680
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performance management of, 726–728
of R&D/innovative activities, 681, 683–687
of research and development, 623
risks with, 208
of services, 624
terminology, 678, 688

Ogilvy, 454
Ogrinz, Michael, 345
O’Hara-Devereaux, M., 634
Ohmae, Kenichi, 353
Ohno, Taichi, 13
Oil crisis (1970s), 32, 33
Oil prices, 209–210
OLAP, see Online analytical processing
Oliver, R., 480
Olsen, R. F., 123
Olsson, H. H., 668
OLTP, see Online transaction processing
Omniture, 455
OMS (order management system), 170
On, 778, 787
On-demand computing, 346
On-demand software, 350
One Laptop Per Child Association, 606, 607
One-on-one communications, 498–500
One-to-one marketing, 436, 474, 495
Ongoing learning, 633–634, 636–637
Ongoing market research, 368
Online advertising, 451–456
Online analytical processing (OLAP), 567–581

and business intelligence, 569–574
applications, 569–570
architecture, 570–572
implementation, 572–574

data view with, 576–577
in data warehousing, 557–561, 564
defi ned, 565, 581
developing integrated data warehouse with, 578–579
functionality of tools used in, 577–578
online transaction processing vs., 567–568
technology, 574–576
terminology, 580–581

Online auctions, 24, 42
Online card authentication, 259
Online category manager, 436, 446
Online communities of practice, 633
Online grocery shopping, 355
Online information search, 

280–281, 287
Online market channels, 441–444
Online news rooms, 500–501, 516
Online order processing, 42
Online pricing, 381–391

coordinating distribution channels through, 386–387
future of, 390–391
models, 387–389

auctions, 387–388
name-your-own-price (NYOP), 388–389
opaque selling, 389

and product reviews, 385–386
and reduced search costs, 383–384
research on, 381–382, 389

targetability/personalization with, 384–385
terminology, 390–391

Online product reviews, 382, 385–386, 390–391
Online public relations, 497–516

branding and promotion, 512–514
crisis communications, 509–510
with e-mail, 505
with instant messaging, 505–506
issues management, 510–511
management of, 511–512
for organizations, 506–509
with podcasts/vodcasts, 506
role of interactive media in, 498–499
societal issues and ethics with, 514–515
sponsored public relations web sites, 500–503

consumer promotion/education sites, 501–502
employee relations sites/intranets, 502
government/political sites, 502–503
online news rooms, 500–501
organizational web pages, 500
supplier/distributor sites, 502

terminology, 515–516
with text messaging, 505–506
third-party sites for, 503–506
and traditional public relations, 498
using third-party sites, 503–505

blogs/news aggregators, 504–505
search engines, 503
social media, 503–504

Online shopping, 277
Online stock trading, 485
Online transaction processing (OLTP), 567–568, 581
Online travel agents (OTAs), 384, 386
Online video, 459
ONS (object naming service), 224
Onsite personalization, 475
On time, in full (OTIF), 14
OPaaS (Open Platform as a Service), 347
Opaque selling, 389, 391
OPEN (GlobalPlatform Environment), 261
Open Buying on the Internet (OBI), 100
Open-door policies, 336
Open innovation, 294, 353, 714
Open Innovation Marketplace, 358
Open Offi ce, 607
Open Platform as a Service (OPaaS), 347
Open Skies air pact, 72, 87
Open source software, 353, 607, 608
Operating frequencies (RFID), 225–226
Operating policies, 168
Operational data store (ODS), 557, 567, 581
Operational decisions, 166
Operational effi ciency:

defi ned, 711
in technology sourcing, 705–709

Operational excellence, 135
Operational metrics, 199
Operational positioning, 397–399
Operations, 20–21
Operations management, 1, 179
Operations research perspective, 177
Operations stage (distribution network design), 162
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Opinion mining, 552
Optical barcodes, 221
Optimization:

for e-procurement, 66
of existing plants, 138

Optimization models, 177
Optimizer model, 108–109
Optimum capacity, 400, 404
Oracle, 63, 342, 563
Orbitz.com, 458
Order fulfi llment, 45–47, 51, 122
Ordering applications, 60
Order management system (OMS), 170
Order penetration points, 21, 46
Order picking, 164, 173
Order processing, 90–91
Order-qualifi ers, 178
Order visibility, 267
Order-winners, 178
Organic search, 455–456
Organization:

alignment, 335
of companies, 332
in global account management programs, 738–740
for innovation, 337
structure of, 685
in warehouse operation, 163

Organizational alignment, 725, 732
Organizational contexts, 630–631, 638
Organizational culture, 760, 763, 764, 767
Organizational goals, 410–414
Organizational learning, 695
Organizational-public relationship, 506–509, 516
Organizational relationship linkage, 121
Organizational web pages, 500
Organization for Economic Cooperation and 

Development (OECD), 597, 665
Organization theory, 614, 625
Orient Overseas, 79
Original design manufacturer 

(ODM), 138
Original equipment manufacturers (OEMs), 

46, 134, 138, 180
Origin-destination matrices, 150, 151, 157
OTAs, see Online travel agents
OTA keys, see Over-the-air keys
OTIF (on time, in full), 14
Otis Elevator, 394
Outbound e-mail, 458
Outbound logistics, 51
Out-licensing, 705
Out-of-stock notifi cation, 91
Out-of-stock situations, 240
Output markets, 685
Outsourcing, 678–679

culture’s infl uence on, 619
defi ned, 191, 688, 732
with electronic reverse auctions, 58
by General Electric, 324, 364
in global information and communications 

technologies, 666–668
growth of, 25

to India, 394
of manufacturing, 41, 138–139, 143
performance management of, 728–729
for quality improvement, 647
of research and development, 730
risks with, 208
of sales functions, 413–414
in supply chain strategy, 128
of transportation/logistics, 148–149

Overall satisfaction (performance measure), 107–108
Overseas Chinese, 771

big business regimes of, 798
defi ned, 788, 811
expansion of, 803
family ties in, 774
reduction of uncertainty by, 809
in Southeast Asia, 784–785

Overseas direct investment, 799
Overseas Indians, 803–807, 812
Over-the-air (OTA) keys, 255, 258
Owen, C., 306
Owen, S. H., 177
OWL-S, 95
Own account transportation, 148–149, 157
Özer, Ö, 232

P
PaaS, see Platform as a service
PABX (private automatic branch exchange), 111
Package carriers, 20
Packaging, 165, 251
Packet switching theory, 585–586
Padmanabhan, V., 22
Pagh, J. D., 122
Paging networks, 596
Paid inclusion, 503
Paid listings, 456
Paid search, 456
Palacios, M. C., 91
Palepu, K., 807
Palmisano, Sam, 649
PAM, see Process activity mapping
Pan, Y., 302
Panama Canal, 71
Panchayat, 787
Pandora, 473
Paper-based mail, 653
Paradoxes of technology, 277, 283–284, 287
Parent fi rms, 684
Parity pricing, 301
Park, S., 97
Park, Y.-T, 562
Parker, R., 31, 35
Park,Y.-H., 389
Partially tethered networks, 681
Particularism:

defi ned, 721
universalism vs., 716

Partitioned pricing, 302
Partitioning, of storage, 168
Partnering, corporate, see Corporate partnering
Partnering approach, 32
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Partner Interface Processes (PIPs), 93
Partner selection, 699
Partnership executives, 738, 743
Partnership for Africa’s Development (NEPAD), 605
Partnerships:

as factor in R&D site selection, 181
and high-tech branding strategies, 432

Parvatiyar, A., 465
Passion, 810–811
Passive method, for personalization, 473
Passive tags, 223–225, 230, 232, 238
Patel, C., 197
Patents:

global, 683
for plastic cards with microchips, 248

Patience, 781
Patriotism, 805
Patronage, 782
Payback, 64
Payne, A., 466, 468
PayPal, 439
Pay-per-action (PPA) pricing, 443
Pay-per-click (PPC) advertising, 456, 460
Pay-per-use approach, 302
Payton, F. C., 564
Pazgal, A., 383
PD, see Power distance
PDAs, see Personal digital assistants
PDCA (Plan, Do, Check, Act) cycle, 376
PDF documents, 501
PDI (Power-Distance Index), 773
P:D ratio, 45–47
Peer-to-peer communication, 661
Peer-to-peer Web services, 95
Pendrous, R., 166
Pennock, D., 478
People management practices, 814–815
People/service culture, 401
Peppers, D., 463, 489
PepsiCo, 809
Perceived behavioral control, 278
Perceived ease of use (PEU), 278
Perceived enjoyment (of 

technology), 278
Perceived quality, 401–403
Perceived usefulness (PU), 278
Perfect order index, 194, 204
Performance, 695
Performance alignment, 725–726
Performance-based pricing, 443
Performance management:

in distributed and global product development 
processes, 723–732

analytical framework, 725–726
expatriate workforce, 729
global sourcing, 729
measurement and action, 729–731
measurement in R&D settings, 724–725
offshoring, 726–728
outsourcing, 728–729
terminology, 732

in global information technology workforce, 838–839

Performance management systems (PMSs), 728
Performance measurement:

for advertising, 454–455
for collaboration, 348
for customer service, 104–105
for distribution, 171–173
with Generation X and Y employees, 335
of supply chains, 194–204

diffi culties with, 194–196
fi nancial, 199–200
nonfi nancial metrics, 200–201
operational metrics, 199
research on, 197–199
terminology, 204
traditional metrics, 196, 197
value-driven supply chain management, 201–203

for warehousing, 171–173
Performance measurement systems (PMSs), 724, 730–732
Perishability, of services, 396, 405
Permalinks, 504
Permanence, of information fl ow, 46
Permission marketing, 442, 446

benefi ts of, 489
defi ned, 460
in marketing communication, 458–459

Perpetual beta, 338
Personal digital assistants (PDAs), 282, 444, 445
Personal emergency response systems (PERS), 290–292
Personal identifi cation number (PIN):

defi ned, 262
for smart cards, 249, 251–255, 257–259

Personal information sources, 400
Personal interest (in Korean business etiquette), 781
Personal interviewing, 538, 539
Personalization, 473–481

approaches to, 476–478
defi ned, 471, 474, 481
development of, 474
examples, 473
future of, 479–480
with online pricing, 384–385
with radio frequency identifi cation, 240–241
of smart cards, 251, 253–259
technologies for, 478–479
terminology, 480–481
types of, 474–476

Personalized promotion, 475–476
Personal relationships:

and IT innovations, 621
role of communications in, 632

Personal shopping assistants, 240
Personal trust, 717–718, 721
Persuasive strategy, 837
Pertuity Direct, 342
Peters, M. P., 293
Peterson, R. A., 298
Petit, T. A., 176–177
PEU (perceived ease of use), 278
Peyton, L., 564
PGP encryption, 93
Pharmaceutical industry, 242
Philips Semiconductor, 222, 225, 233, 291–292
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Phillips, L. A., 760, 763
Phillips, P., 56
Phones, cellular, see Celluar phones
Physical distribution channels, 162–163, 173
Physical evidence, 396–398, 405
Physical fl ow, 159
“Physical Internet,” 69, 82
Physical inventory, 43–44
Physical markup language (PML), 244, 246
Physical proximity, 718, 719
Piatetsky-Shapiro, G., 542
Pieters, R., 480
Pillai, D., 116
Pillsbury, 519
PIN, see Personal identifi cation number
Piotrowicz, W., 56
Pipelines, 152
Pipeline stock, 43
PIPs (Partner Interface Processes), 93
Piracy, software, 670–671
Pisano, G. P., 135
Pivoting, with OLAP, 577
Pixar, 345
Place capacity/demand, 399–400
Plan, Do, Check, Act (PDCA) 

cycle, 376
Planned obsolescence, 296
Planning. See also Enterprise resource planning

aggregate, 20, 295–296
defi ned, 812
emergent, 806–807
in global information technology workforce, 839
by global teams, 715
integrated, 20–21
for marketing research, 372–376
material requirements, 44, 51, 142
network, 213–214
in real-time supply chains, 268
sales and operation, 214–215, 218
in supply chain, 17

Planning horizon, 217
Plastic crates, 209
Platform as a service (PaaS), 347, 350
Platts, K., 197
PML, see Physical markup language
PMSs (performance management systems), 728
PMSs (performance measurement systems), 

724, 730–732
POs, see Purchase orders
Podcasting:

and collaboration, 341–342
defi ned, 350, 516
online public relations with, 506

PODs (points-of-difference), 488
Pohl, H., 99
Pohlen, T. T., 197, 200
Point-of-consumption, 147
Point of sale applications, 236, 240–241
Point-of-sale data, 22, 42, 46
Points-of-difference (PODs), 488
Polatogu, H., 109
Political web sites, 502–503

Politics:
as factor in alliances, 699
and global business drivers, 618
and Internet access, 595–597

Polkinghome, D., 307
Pollo Campero, 521
Polls, 441
Pollution, 71
Polycentric orientation, 524, 528
Polychronic cultures, 760
Polymer tags, 245
Ponder, Michael, 480
P&O Nedlloyd, 78
Pool, R., 116
Pooled task interdependence, 124
Pop Art, 313
Popfl y, 346
Population growth, 534
Pop up advertisements, 443
Porsche, 311
Porsche AG, 239
Ports, 72
Portal positioning, 491
Port authorities, 80
Port capacity, 85
Port economics, 75–77
Porter, D., 805
Porter, M. E., 178, 180
Porter, Michael, 1, 3, 28, 37, 40
Porter’s Five Forces Model, 352, 369
Portfolio analysis, 361, 365
Portfolio approach, to product development, 324
Portfolio management skills, 740
Portfolio theory, 614, 625
Posavac, Steven S., 283
Positioning:

in business markets, 323
defi ned, 329, 380
in high-technology marketing, 428–430
in marketing research, 369–370
operational, 397–399

Positivity bias, 277
Postmodernism (design), 313
Postpaid mobile services, 490–491
Postponement, 21, 26, 104, 125, 126, 130, 

140, 159, 202
Post-transaction elements, 104, 106
Potter, B., 99
Poverty:

as barrier to Internet access, 607–608
and global management, 646
and technological innovation, 609–610

Powell, W., 696
Power distance (PD), 669

in alliances, 698
defi ned, 767
and information management, 655–657, 660–661
in national culture, 758
and problem solving, 837–838

Power-Distance Index (PDI), 773
Power sources, for RFID, 224–225
PPA (pay-per-action) pricing, 443
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PPC (pay-per-click) advertising, 456, 460
PPV, see Purchase price variance
Prabhat, G. B., 134
Prada, 222
Prahalad, C. K., 357, 616, 642, 645, 646
Prater, E., 97
Prediction markets, 360
Prediction tasks, in data mining, 545–549
Predictive accuracy, 551, 554
Predictive data-mining algorithms, 546–549
Premium pricing, 301
Premodern era of design, 313
Prepaid mobile services, 490–491
Prepay SIM cards, 257
Pre-personalization, 251
Prescription drug industry, 222, 229
Preservation of face, 775
Presidential Club (keiretsu), 777
Pre-transaction elements, 104, 106
Price:

cost vs., 320
in just-in-time system, 74
and marketing services, 401
personalization of, 475
in wireless marketing mix, 490–491

Price bundling, 302, 401, 405
Price changes, 25
Price dispersion, 384
Price fl uctuations, 22
PriceGrabber.com, 383
Priceline.com, 302, 389
Price sensitive customers, 370, 380
Pricing. See also Online pricing

in advertising, 454
alternative, 300–302
competitive, 301, 494
in marketing mix, 370
performance-based, 443
with wireless marketing, 490–491

Pricing consistency, 387
Primary data, 535, 540
Primavera, 729
Primogeniture, 804–805
The Principles of Marketing (Philip Kotler and Gary 

Armstrong), 367
Privacy issues:

data privacy laws, 672
in data warehousing, 563–564
with Internet-enabled supply chains, 99
with personalization, 474, 480, 481
with radio-frequency identifi cation, 210, 222, 242
with self-service technology, 399

Private automatic branch exchange 
(PABX), 111

Private exchange, 62
Private providers, 850–852
Process(es):

defi ned, 405
in global account management, 741–742
and global teams, 717–719
for innovation, 337
and marketing services, 396–399

in organizations, 332, 348
in warehouse operation, 163–164

Process activity mapping (PAM), 8, 14
Process control, 241–242
Process cost, 112
Process initiation (design-in), 327
Process research, 767
Process theories, 767
Process view, 159–161
Procter & Gamble, 21, 357–358, 463, 526
Procurement process, 30–31. See also Electronic procurement

in global account management, 735
over the Internet, 89–90
in supply chain management, 215
systems for, 53–54

Procure-to-pay process, 60–61, 66
Products:

analysis of, 435–437
improvement of, 525–526
personalized, 474–475
wireless marketing mix for, 489–493

Product categories, 279, 358
Product-consumption matrices, 157
Product development:

and marketing, 421, 423
in supply chain integration, 122

Product family, 6
Product-fulfi llment center, 165
Product introduction, 695
Production:

and global business drivers, 617–618
linking of, to customer demand, 48–49
scheduling for, 44, 48, 51, 91
site selection for, 176–178, 182–189

Production-consumption matrices, 150, 151
Production process, 44–45
Production structure, 625
Productivity, 680
Productivity improvements, 417
Product launches, 324
Product life cycle, 371, 692

defi ned, 380, 495
in marketplace, 467
of wireless devices, 494

Product life-cycle management (PLM), 114
Product line, 370, 380
Product-line decisions, 370
Product managers, 643
Product placements, 505
Product portfolio management:

defi ned, 380
in marketing research, 371–372

Product positioning, 369–370
Product-process matrix, 135
Product promotion web sites, 501–502
Product quality, 728
Product reviews, online, see Online product reviews
Product sales force structure, 418
Product strategy, 17–18
Product structure, 412
Professional Sales Certifi cate programs, 408
Profi le taxonomies, 95
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Profi tability:
with e-commerce, 386
impact of value on, 320

Profi t maximization, 28, 30
customer-value maximization vs., 469
personalization for, 474

Progress, 721
Project evaluation, 376
Projective tests, 374–375
Project management, 57, 373
Promotion:

competitive, 481
in marketing mix, 370
in online public relations, 512–514
personalized, 475–476
in sales, 457–458
in wireless marketing, 492–493

Promotional programs, 498
Property rights, 705
Protocols, interconnection, 606
Proximity cards, 221
PRTM (consulting fi rm), 103
Prudential Insurance, 396
Psychoanalysis, 374
Psychographic variables, 369–370, 380, 439
PU (perceived usefulness), 278
Public collaboration sites, 505
Public exchange, 62
Public opinion polls, 441
Public policy, 82, 83
Public relations. See also Online public relations

defi ned, 516
functions of, 497–498
for marketing high-technology products, 298
for marketing wireless products, 493

Pull method, for personalization, 473
Pull promotion, 492, 495
Pull system, 21, 44, 51, 159, 216
Purchase orders (POs), 53, 60, 61
Purchase price variance (PPV), 197, 204
Purchasing:

departments for, 53–54
with Internet, 89–90

PurchasingNet, 63
Push-and-pull system, 21, 159–160, 216
Push method, for personalization, 473
Push promotion, 492, 495
Push-pull boundaries, 21
Push system, 21, 44, 51, 159, 216

Q
QFD, see Quality function deployment
Qi, H. J., 198, 199
Qian, P., 91
Qin Dynasty, 772
Qiu, D., 389
QR manufacturing/program, see Quick response 

manufacturing/program
Qualifying special purpose entities (QSPEs), 753
Qualitative information, 806
Qualitative research, 535, 538, 540

Quality:
in just-in-time system, 74
management of, 105–106
in real-time supply chains, 265
in strategic management, 810
in warehousing/distribution, 168

Quality function deployment (QFD), 322, 329
Quantitative modeling, 161
Quantity discount schedule, 23
Query classifi cation, 552
Questionnaire design (market research), 

376–378
Questionnaires, 358
Quick response (QR) manufacturing/program, 22, 26, 31, 

51, 127
Quios, 492
the Quran, 783

R
Rackspace, 401
RADAR system, 220
Radio advertising, 452
Radio frequency, 230
Radio frequency identifi cation (RFID), 87, 220–230, 

232–246
applications, 221–223, 238–242

asset management, 239
electronic toll collection, 242
health care, 241–242
manufacturing, 239–240
point of sale, 240–241
supply chain management, 238–239

and auto-identifi cation, 221
challenges with, 227–229
for customer service, 115
data management for, 236–238
defi ned, 51, 100, 117, 218, 230, 262
development of, 220
in e-business, 42
effects of, 242–243
future of, 243–245
and future technologies, 229
implementation issues, 232–236

cost-benefi t considerations, 234, 235
hardware and software issues, 232–234
integration issues, 234–235
regulatory framework, 236
role of standards, 235–236

in IT connectivity, 82
operating principles of, 223–227

functionality, 226–227
operating frequencies, 225–226
power sources, 224–225
standards, 227
system essentials, 223–224

security issues with, 99
and supply chain management, 17, 24–25
as technology development, 210–211
terminology, 229–230, 246
tracking with, 90, 97–98
in warehousing, 169
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Radiohead, 389
Rail transport, 72, 151–153, 156
Railway industry, 72
Ralston, D. A., 773
RAM, see Random access memory
Raman, A., 116
RAMs (regional account managers), 739
Rand, Ayn, 312
Randall, T., 22
Rand Corporation, 586
Random access memory (RAM), 249, 262
Rappa, M. A., 760
Raver, J. L., 835
Raw data, 236
Raw material, 265
Ray, G., 384
Razorfi sh, 635
RD, see Remote diagnostics
RDBMSs (relational database management

 systems), 573
RDCs, see Regional distribution centers
Reach:

global, 77–78
in global workforce, 633
network, 695, 700

Readers (RFID), 223–224, 230
Read-only electronic product codes, 226, 227
Real simple syndication (RSS), 341, 346, 350
Real-time data warehouses, 563, 581
Real-time locating system, 241, 246
Real-time management, 243
Real-time query support, 571
Real-time supply chains, 265–272

balanced scorecard approach to, 268–272
complexity of, 265–267
decisions and uncertainty in, 268–271
information management/technology in, 

267–268
terminology, 272

Re-bundling, 687
Re-buy, 328
Receiving, 164, 173
Reciprocal interdependence, 124
Reciprocity (network), 695, 700
Recommendation systems, 473, 477, 481
Recruitment:

of global account managers, 740–741
for sales force, 414

Redesign, of processes, 362
Redundancy, 207, 208
Reengineering, 660
Reeve, J. M., 125
Reference prices, 401
Regiocentric orientation, 524, 528
Regional account managers (RAMs), 739
Regional distribution centers (RDCs), 107, 162
Regional managers, 644, 651
Regression tasks, 544, 554
Regulation:

of carbon emissions, 207
and contract laws, 97
of Internet access, 608–609

of offshoring, 667
of online public relations, 513

Regulatory framework, for RFID, 236
Regulatory state, 851, 860
Relational database management systems (RDBMSs), 573
Relational network approach, 694
Relational online analytical processing (ROLAP), 575, 581
Relational theory, 693
Relationship-based strategy, 837
Relationship-building programs, 498
Relationship management, 17
Relationship marketing:

and customer relationship management, 468–469
defi ned, 464–465, 471
emergence of, 463–464
principles of, 465–466
terminology, 470–471

Relationships. See also Supply chain relationships
adaptation of, 29
adversarial, 31
affective, 716, 721
in business-to-business marketing, 319, 323
co-destiny, 32
dyadic, 37
equal partner, 778
ethical duty in, 805
exchange, 696
in Korean business etiquette, 781
many-to-one/many-to-many, 56
neutral, 716, 721
in online public relations, 507
personal, 621, 632
personalized, 476
in strategic management, 809–810
with suppliers, 53, 123, 130

Relative advantage, 279
Relocation, of production, 182, 183
Remittances, 605, 608
Remote diagnostics (RD), 116, 117
Remote method invocation (RMI), 262
Remote procedure call (RPC), 262
Renault SA, 520
Renunciation stage (Hinduism), 783
Repenning, R., 730
Reporting, with online analytical processing, 569, 577
Reporting and analysis applications, 60
Reporting levels, 738
Repository (ebXML), 93
Request for information (RFI), 53, 57
Request for proposal (RFP), 53, 57, 60
Request for quote (RFQ), 53, 56–59
Research and development (R&D):

global business drivers in, 623
and global marketing, 525–526
internet-enabled SCM as area in, 89
licensing with, 692
in local markets, 364
and marketing, 426
networks in, 357–358
offshoring of, 681, 683–687
performance measurement for, 730
portfolio analysis for, 361
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Research and development (R&D): (continued )
site selection for, 179–183
systems integration in, 294, 295

Research and development ratio, 271
Reselection, of global accounts, 738
Reserve price, 58
Residual rights, 705
Resilient supply chain, 208
Resource allocation, 214
Resource dependence, 123–124
Resource sharing, 121
Resource utilization, 271
Respect for persons, 379
Response_fi les, 255
Response time (advertising), 455
Responsiveness, 49, 124–125, 130

of manufacturing, 139–140
and warehousing/distribution, 171

Retail, 222, 227
Retailer-owned distribution centers, 162
Retrieval speed, 576
Return, 618
Returned goods, 91
Returns handling, 17, 122
Returning customer ratio, 271
Return of capital employed (ROCE), 199, 200, 203, 204
Returns of cash management, 269
Return on investment (ROI), 362

and global account management, 742
of online public relations, 514
for R&D, 724
in real-time supply chain, 271
for strategic systems, 217

Return on investment (ROI) analysis:
defi ned, 191
of e-procurement, 64–66
for radio frequency identifi cation applications, 234, 235

Returns policy, 23
Reuter News, 342
Revealed choice models, 322, 329
Revealed preferences, 150
Revenue, 269
Revenue enhancements, 235
Revenue growth, 200
Revenue management, 113–114, 401
Revenue recognition, 752
Reverse auctions, 302, 303, 390
Reverse engineering, 357
Reverse logistics, 97, 155, 157, 165
Reverse marketing, 32, 38
Reverse supply chains, 110, 265, 266
Rewards, 415, 838
RFI, see Request for information
RFID, see Radio frequency identifi cation
RFP, see Request for proposal
RFQ, see Request for quote
Rich, N., 37
RightMedia, 443
Riivari, J., 485
Rimadan, 129
Ringo, 478
Risk management, 207–209

defi ned, 218
and global business drivers, 615

Risk mitigation, 348
Risk pooling, 202, 209, 218
Risks, 618

defi ned, 721
with high-technology products market, 291–293
with international plant location, 177
with obligation/partnering relationship approach, 35
with online public relations, 513

Risk sharing, 208–209, 218
Ritz-Carlton, 402
Rizzi, A., 100
RMI (remote method invocation), 262
Road transport, 151, 152
Roberts, L. G., 586
Robertson, T. S., 279
ROCE, see Return of capital employed
Roddick, Anita, 527
Rodrigue, J.-P., 616
Rogers, E. M., 279
Rogers, M., 463
Rogue sites, 511, 516
Rohm, A., 486, 489, 490
ROI, see Return on investment
ROLAP, see Relational online analytical processing
Roles, in global workforce, 632
Roll on-roll off ships, 153
Rondinelli, D. A., 616
Roodbergen, K. J., 164
Roos, D., 13
Rose, G. M., 760
Rosenspan, Alan, 489
Rosenthal, S. R., 729
RosettaNet, 93, 100
Ross, D. F., 2
Rother, M., 6
Route choice, 150, 155–156
Rouwenhorst, B., 163, 166
Rowe, A. J., 657, 658
Roy, S., 621
RPC (remote procedure call), 262
RSS, see Real simple syndication
RSS software, 437, 444, 446, 504
RTE technology, see Runtime environment technology
Ruby on Rails, 350
Rudi, N., 90
Rule-based classifi ers, 547
RunGSM command, 254
Runtime environment (RTE) technology, 

260, 262
Rushton, A., 162, 166
Russia, 622
Rust, R. T., 418, 474, 476, 480
Rwanda, 604–605, 608
Ryanair, 464

S
Saad, G., 284–286
SaaS, see Software as a service
SAC, see Standards Advisory Council
Sachs, J., 646
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Safety expenditures, 272
Safety stock, 43
Sahin, I., 109
Sako, M., 32
Sako, S., 116
Salary, 415–416
Salat, 784
Sales agents, 413–414
Sales and Marketing Executives International 

(SMEI), 408
Sales and operation planning, 214–215, 218
Sales channel, 491–492
Sales coaching, 408
Sales force, 407–418

in business-to-business marketing, 326
compensation structure for, 415–416
ethics of, 409
evaluation of, 416
motivation of, 415
organizational and department goals of, 

410–414
recruitment for, 414
sales managers in, 408–409
salespeople in, 407–408
team selling by, 409–410
and technology, 417–418
terminology, 418
training of, 414–415

Sales force automation (SFA), 417, 418
Salesforce.com, 213
Sales managers, 408–409
Salespeople, 407–408
Sales promotion offers, 457–458
Sales teams, 409–410, 418
Sampling:

for marketing research, 376, 538–539
with sales promotion offers, 457–458

Sam’s Club, 210
Sanders, G. L., 562
SanDisk, 370, 371
SAP, 63, 234
SARG, see Standards Advice Review Group
Sarkar, Sumit, 384
SARS epidemic, 208
Sarvary, M., 383, 386
SAS Sweden, 399
Satellites, 606
Satisfaction, 483
Saturation, of domestic markets, 519
Saturn, 103, 107
Saudi Arabia, 588, 596, 784
Sawm, 784
S-box, 262
Scalable (term), 565
Scale, of global shipping industry, 77–78
Scanning, environmental, 296, 497
Schau, H. J., 488
Scheduling:

for production, 44, 48, 51, 91
in real-time supply chains, 268
of transportation, 154–155

Schmenner, R., 186

Schmidt, Eric, 671
Schmidt, G., 22
Schneider, S., 773
Schrage, Michael, 360
Schultz, D. E., 324
Schultz, Howard, 356
Schultz, M., 696
Schumann, D. W., 281
Schutte, H., 806
Schwartz, Michael, 606
Schwartz, S. H., 835
Scientifi c labor, 679
Scientifi c method, 368
SCOR model, see Supply chain operations 

reference model
Scott, A. J., 618, 619, 622
Scott, R., 596
Scrapio, M. G., Jr., 700
Screening questions, 377
S-Curve Principle, 244–245
Scutellá, M. G., 161
S-D (service-dominant) logic, 404
Sea-Land Company, 153
Search advertising, 503
Search costs, 382–384, 391
Search-engine marketing (SEM), 443

defi ned, 446
and public relations, 503

Search-engine optimization (SEO):
defi ned, 460, 516
marketing communication with, 455–456
and public relations, 503

Search engines, 441
for online public relations, 503
and product information, 292
and web usage mining, 552–553

Search goods, 298
Search marketing, 450
Sea routes, 152
Seating (in Chinese business etiquette), 776
SEC, see U.S. Securities and Exchange Commission
Secondary data, 533–535, 540
Secondary offshoring clusters, 687
Second Life, 338, 342–344, 360, 505, 649–651
Security:

of data, 238
in data warehousing, 563–564
of GlobalPlatform, 260–261
with Internet-enabled supply chains, 99
of online public relations, 513
with radio frequency identifi cation, 

228–229, 237–238
and R&D offshoring, 684
in research and development, 623
with self-service technology, 399
in transportation, 156

Security initiatives, 72
Segmentation, market, see Market segmentation
Selective sourcing, 138
Self-check-out systems, 241
Self-personalization, 476–477, 481
Self-Serv, 95
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Self-service technologies (SSTs):
and consumer behavior, 277, 281–282, 287
Internet as, 506–507
marketing for, 399

Selling centers, 409–410, 418
Selvarajah, C., 771, 774, 786
SEM, see Search-engine marketing
SEMATECH, 691
Semiconductor fi rms, 623
Semipassive tags, 224, 230
Semiproducts, 265
Sen, A., 561
Senior management, 738, 742
Sensor tags, 226, 227
SEO, see Search-engine optimization
September 11 terrorist attacks, 208, 520
Sequential interdependence, 124
Sequential pattern mining, 550
Services:

analysis of, 435–437
defi ned, 405, 860
and global business drivers, 618, 624
in India, 845
wireless marketing mix for, 489–493

Service blueprinting, 397, 398, 405
Service contracts, 106
Service-dominant (S-D) logic, 404
Service image, 400–401
Service industry:

benefi ts of m-commerce in, 485
global teams in, 714
site selection for, 190

Services marketing, 393–405
characteristics of services, 395–397
and customer service, 299
in economy, 393
future directions for, 404
strategies for:

people/service culture, 401
perceived quality/customer satisfaction, 401–403
place capacity and demand, 399–400
price, 401
processes, 396–399
service image, 400–401
service recovery, 403–404

technology for, 394–395
terminology, 404–405

Service operations, 112
Service oriented architecture (SOA):

defi ned, 218
as technology development, 211–212

Service parts, 108–109, 117
Service quality, 405
Service recovery, 403–405
Service response time, 107
Service science, 395
Service supply chains, 110–112
SERVQUAL, 105–106
Session (term), 581
Sethi, V., 622
7-11 (retailer), 104, 519
Sex differences:

and online shopping, 280–281
in purchases, 285

SFA, see Sales force automation
Shadow revenue systems, 739, 743
Shah, Avni, 473
Shahadah, 784
Shan, W., 696
Shanthikumar, J. G., 116
Shared technologies, 726
Shared work sites, 718
Shared workspaces, 634
Shareholder value, 199–200
Sharifi , H., 134
Sharma, A., 161
Shell Oil Company, 360
Sheng, S., 302
Shepherd, C., 197
Sher, Peter J., 278
Sherbrooke. C. C., 108
Sherry, J. F., Jr., 315
Sheth, J. N., 465
SHF (super-high frequency), 226
Shi, Hsin-Yu, 278
Shih, Chuan-Fong, 283
Shih, Stan, 808
Shiite Islam, 783
Shin, S. K., 562
Shintoism, 776, 788
Shipments, 157
Ship owners, 78–80
Shipper surveys, 148
Shipping, 164, 173
Shipping companies, 25
Shipping fi rm, shipper, 157
Shipping industry, 77–80

port authorities, 80
ship owners, 78–79
terminal companies, 79–80

Shook, J., 6
Shopbots, 383, 384
Shoplifting, 222
Short messaging service (SMS), 445

advertising with, 492–493
defi ned, 460, 516
marketing with, 459
in online public relations, 505–506
portal positioning with, 491
spamming with, 486–487
in wireless marketing, 484–485

Short-term convergence, 751
Short-term orientation (STO), 655, 662, 669, 758
Short-term wins, 636, 639
Shrinkage, 240
SIA (Systems Integration Architecture), 92
SIC, see Standards Interpretation Committee
Siemens, 394, 726–728
Siems, T. F., 132
Siloing effect, 644
SIM cards, see Subscriber identity module cards
Simchi-Levi, S. D., 161
Simonson, Itamar, 388
Simonton, D. K., 285
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Simple Object Access Protocol (SOAP), 94–96, 101, 350
Simple random sample (SRS), 376
Simulations, 360, 365
Sin, R., 480
Sindhav, B., 466
Singapore:

as business center, 774
ICT development in, 669
multinational corporations in, 798

Singhal, V., 199
Single bid model, 388
Single fi rm optimization, 2
Single-sourcing strategies, 19
Sinha, A. P., 561
Sinha, J. B. P., 786, 818
Sinkovics, R. R., 278
Site selection, 176–191

effects of globalization on, 178–179
for logistics and distribution, 189–190
and network design, 18
for production, 176–178, 182–189
for research and development, 179–183
for service industry, 190
for suppliers, 180
terminology, 191

Site-to-store options, 24
Sivakumar, K., 621
Six markets stakeholder model, 469
Six Sigma approach, 48, 87, 808
Skilled labor, 617
Skill sets, 740
Skill specifi city, 685, 688
Skimming:

defi ned, 230
and forgery with RFID, 229
of networks, 155

Skinner, W., 134, 135
SKUs, see Stock-keeping units
Slap-and-ship, 234, 235, 239, 246
Slashdot.com, 504
Slice and dice, 577
Sloan, T. W., 116
Small and middle-size enterprises (SME), 58, 66, 616, 619
Smart card manufacturers, 249
Smartcard.NET, 259, 260
Smart cards, 248–262

contactless, 249
development of, 248
ISO standards for, 227
life cycle of, 249–252

actors, 249
application, 252
GlobalPlatform, 261–262
issuance, 251
manufacturing, 249–251
stages, 252
usage, 251–252

with multiple applications, 259–262
GlobalPlatform architecture, 260–262
platforms, 259–260

personalization of, 253–259
application lifespan, 259

application usage/management, 257–259
GSM, 253–257

terminology, 262
types of, 248–249

Smart dust, 224, 227
Smart phones, 282, 659
Smart shelves, 223, 228
Smart toolbox, 239
SME, see Small and middle-size enterprises
SMEI (Sales and Marketing Exec utives International), 408
Smith, Adam, 17, 133
Smith, H. J., 760
Smith, M., 383, 384
Smith-Doerr, L., 696
SMNRs, see Social media news releases
SMS, see Short messaging service
Smyth, P., 542
SOA, see Service oriented architecture
SOAP, see Simple Object Access Protocol
Social bookmarking, 350
Social capital, 515
Social computing, 338, 345
Socialism, 773
Socialist market transitional economies, 820–821
Socialization, 344, 632
Socially mediated technologies, 331
Social media, 437

collaboration with, 338, 342
defi ned, 446, 516
e-commerce opportunities with, 437, 442–443
marketing communication with, 451, 459
for online public relations, 503–504

Social media marketing, 400
Social media news releases (SMNRs), 501, 516
Social network analysis, 552
Social networking, 338, 355, 356, 362

defi ned, 639
e-commerce opportunities with, 437
in global workforce, 635
in offshoring/outsourcing, 681
and public relations, 504–505
in public relations, 510

Social networks, 180, 691
Social network theory, 691
Social Security numbers, 563–564
Social software, 350
Socialtext, 344
Society for Worldwide Interbank Financial 

Telecommunication (SWIFT), 668, 675–676
Sociocognitive approach, to national culture, 764–765
Soft benefi ts, 235
Soft infrastructure, 742
Soft measures, 35
Software:

automated, 452
customer relationship management, 213, 217, 466–468
e-procurement, 61–63
free, 607
and global business drivers, 623
meeting-support, 669
product life-cycle management, 114
radio frequency identifi cation, 232–234
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Software (continued )
revenue management, 113–114
sales, 417
supply chain management, 113–114, 216–218
translation, 673
web analytics, 450

Software as a service (SaaS):
and collaboration, 347
defi ned, 218, 350
for e-procurement tools, 66
operations suitable for, 217
as technology development, 212–213

Software development teams, 675, 837, 839
Software distribution, 62
Software functionality, 62
Software internationalization, 672–673, 675
Software localization, 672–673, 675
Software on demand model, 347
Software piracy, 670–671
Sole, D., 308
Sony, 368, 370, 388, 425, 647, 699
Sony Walkman, 359
Sorting centers, 166
Sorting systems, 168
Soskice, D., 793
Soto, 778
Source transfer capacity, 706, 711
Sourcing:

for mass customization, 127
selective, 138
and supply chain management, 17, 19–20
in supply chain management, 215

South Africa, 588
South America, 603. See also specifi c countries
South Asia, 788
Southeast Asian culture, 782–783, 788

Chinese management in, 784–785
Hinduism in, 783
Indian management in, 785–786
Islam in, 783–786
Malay management in, 786
Theravada Buddhism in, 782–783

South Korea, 779
Confucianism in, 795
diffusion of Internet in, 588
economic profi le of, 816
human resource management in, 817
mobile marketing in, 487
multinational corporations in, 798

Southwest Airlines, 399, 401
Sovereign Wealth Funds, 79
Space, as cultural dimension, 758
Space requirements, 168
Spain, 588
Spam:

and marketing, 458–460
with mobile technologies, 486–487

Spann, M., 388
Spanninger, Philip, 809
Sparrowe, R. T., 691
Sparsity, 577
SPEs, see Special purpose entities

Spear, S., 142
Special events, 297
Special interest groups, 297
Special purpose entities (SPEs), 752–753
Specifi cation (design-in), 327
Specifi city, 716, 721
Spectators, 451
Speed:

as component of risk management, 208
in global workforce, 633
in strategic management, 808

SpeedPass, 221, 229
Spengler, Joseph, 23
Sponsored web sites, 500–503, 516
Sponsorships (online advertising), 453, 454, 505
Spreadsheet analytic tools, 558
Springboard initiatives, 737
SQL (system query language), 229
SQL Server 2000, 95
Squire, S., 2
Srinivasan, K., 388
Srinivasan, M. M., 125
SRM, see Supplier relationship management
SRS (simple random sample), 376
SSTs, see Self-service technologies
Staff characteristics, 631–632
Staff expectations, 631
Stage-gate model, 725, 732
Stage-Gate® process, 323–324, 330
Stakeholders, 636, 639
Standards:

and global information and communications 
technologies, 668

interconnection, 606
for radio frequency identifi cation, 227, 235–236

Standards Advice Review Group (SARG), 750, 755
Standards Advisory Council (SAC), 748, 749, 755
Standard for The Exchange of Product (STEP) data, 92
Standards Interpretation Committee (SIC), 747, 748, 755
Standardization:

for B2B interactions, 93
of data, 562, 563, 565
defi ned, 405
in global marketing, 525
of RFID technology, 238
in services marketing, 398

Staples, 387
Staples, D. S., 829
Star Alliance, 465
Starbucks, 103, 110, 358, 519
Star schema, 571, 573, 575, 581
Star-schema diagram, 562, 565
Starwood, 360
Stated preferences, 150
State Farm, 401
State-owned enterprises:

of China, 774
defi ned, 788
management practices of, 774

Steering states, 851, 860
STEP (Standard for The Exchange of Product) data, 92
Sternberg, R. J., 836
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Stevens, C., 32
Stevens, G. C., 3
Stevens, M., 715
STMicroelectronics, 261
STO, see Short-term orientation
Stobaugh, R., 177, 178
Stock control policies, 109
Stock-keeping units (SKUs), 6, 14
Stockman, Henry, 220
Stock-out probability, 107, 127
Stored certifi cate information, 257
Stories, 309–310, 315
Storper, M., 618, 619, 622
Story engrams, 305
Storytelling, 305–315

and brand, 314–315
design language choices, 312–314
and design thinking, 305–311
melding of styles in, 314
in organizations, 305
terminology, 315

Straight commission, 415–416
Straight re-buy, 328, 330
Straight salary, 415–416
Strategic (term), 639
Strategic account management, 736, 743
Strategic brand management, 430–432
Strategic complexity, 647
Strategic decision making, 533, 657–660
Strategic decisions, 422
Strategic design, 166–167
Strategic excellence, 135
Strategic management:

in Asia Pacifi c, 802–812
Chinese and Indian overseas management styles, 

806–807
competition with, 807–811
and corporate governance, 807
cultural infl uences on, 803–806
historical infl uences on, 802–803
terminologies, 807–811

defi ned, 812
Strategic Management Journal, 691
Strategic planning, 218
Strategic resources, 188
Streaming audio, 608
Stringer, Howard, 647
Strong network ties, 694–697, 700
Structural hole theory, 691, 700
Structuralist network approach, 693, 694
Structuration theory, 766
Stumpf, Bill, 310
Style obsolescence, 296
Suarez, F. F., 141
Submarine telecommunications, 666
Subramanian, M., 727–728
Subscriber identity module (SIM) cards, 253–259, 

490–491
Subscription pricing, 302
Sudhir, K., 385
Sufi sm, 783, 784
Sulfur standards, 83

Sulloway, F. J., 284–285
Sultan, F., 486, 489, 490
Sumitomo Bank, 778
Sun Microsystems, 24, 388
Sunni Islam, 783
“Sunshine” laws, 513
Super-high frequency (SHF), 226
Supervised learning, 545, 554
Supplementary channel, 495
Supplier and catalog management applications, 60
Supplier contacts, 53
Supplier-owned distribution centers, 162
Supplier power, 369
Supplier relationship management (SRM), 32

in e-sourcing, 57
with software as a service, 213
in supply chain integration, 122

Suppliers:
and e-commerce, 440
relationships with, 53, 123, 130
reputations of, 319
selection of, 53
site selection for, 180
value of global account management for, 742–743

Supplier teams, 741
Supplier web sites, 502
Supply:

aligning demand with, 125–126, 207, 213
and global business drivers, 617–618
in supply chain management, 17, 18, 22

Supply chains, 40–51. See also Internet-enabled supply 
chains

challenges:
dynamic distortions, 47–48
global supplier networks, 49
linking production to customer demand, 48–49

and current business trends, 40–42
defi ned, 51, 117, 143, 191
development of concept, 40
in global management, 647
information fl ow in, 45, 46
management of, 42
material fl ow in, 42–45

basic features, 42–43
logistics and distribution, 45
physical inventory, 43–44
production process, 44–45

P:D ratio for, 45–47
terminology, 50–51

Supply chain business model, 130
Supply chain design, 139
Supply chain management (SCM), 16–26

coordination in, 22–24
customer service in, 103–117
defi ned, 14, 17, 66, 130, 143, 157, 204, 218
e-procurement as part of, 56
future directions for, 25
internet-enabled, 89
and manufacturing, 132–143
processes, 213–216

demand planning, 214
fulfi llment, 215–216
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924 INDEX

Supply chain management (SCM) (continued )
network planning, 213–214
procurement/sourcing, 215
sales and operation planning, 214–215

and radio frequency identifi cation, 238–239
software for, 113–114, 216–218
strategic and tactical issues, 17–22

distribution channels, 21–22
network design, 18–19
operations and manufacturing, 20–21
product strategy, 17–18
sourcing, 19–20
transportation and logistics, 20

and technology, 24–25
terminology, 26, 218
trends, 207–210

green logistics, 209
risk management, 207–209
volatility in transportation costs, 209–210

and value chains, 1–2, 16
Supply chain operations reference (SCOR) model, 16–17, 

197, 198, 201, 202, 204
Supply chain orientation, 121
Supply chain processes, 89–92

customer service, 91
defi ned, 130
engineering/design of new products, 91–92
inventory management, 90
order processing, 90–91
production scheduling, 91
purchasing/procurement over the 

Internet, 89–90
relations with vendors, 91
transportation, 90

Supply chain relationships, 28–38
adaptation of, 29–30
buyer-supplier relationship categories, 32–34
development of, 34–35
Eastern models, 28–29
maintenance of, 36–37
management of, 31, 32
problems in, 35–36
terminology, 37–38
traditional relationship management vs., 30–32

Supply chain strategies, 120–129
concepts of, 120–121
confi guration in, 124–127

market demand, 124–125
new responsive business models, 126–127
supply and demand, 125–126

and globalization, 127–129
institutional considerations with, 122–124

resource dependence, 123–124
supplier relationships, 123
transaction costs, 123

integration in, 121–122
Supply re-order, 212
Support vector machines (SVMs), 551
Survey research, 540
Surveys, 441

in global marketing research, 538–539
for market research, 375

Sustainability, 82–84, 646
Sustainability movement, 207
Sustainable manufacturing, 143
SVMs (support vector machines), 551
Swaminathan, J. M., 104
Swan, J., 480
Sweden:

masculinity in, 662
power distance in, 660–661
taxation in, 535

SWIFT, see Society for Worldwide Interbank Financial 
Telecommunication

Switching costs, 59
in customer relationship management, 371
defi ned, 380

Switzerland, 588
SWOT analysis, 184, 191, 357, 369, 440, 447
Synchronized value chains, 68, 69
Synchronous communication tools, 718
Synchronous information, 742
Synchro-pricing, 400
Syndication, 516
System dependency, 706
System disruptions, 25
Systemic innovation, 685
System query language (SQL), 229
Systems, in global account management, 741–742
Systems dynamics and analysis, 2
Systems integration, 294, 295
Systems Integration Architecture (SIA), 92
System variations, 207
Szulanski, G., 697, 759–761

T
Tacitness, 706, 711
TACS (total access communication system), 262
Tactical decision making, 533
Tactical design, 166
Tactical level (of marketing), 422–424
Tagging, 350, 639
Tags (RFID), 223, 230
Taiwan:

diffusion of Internet in, 588
economy of, 774
human resource management in, 818

Takt time, 44
Talent management, 336, 647–648
TAM, see Technology Acceptance Model
Tam, K. Y., 479
Tamamura, C., 799
Tan, B. C. Y., 760
Tan, C. T., 806
Tan, F. B., 654
Tang, C. S., 104, 161
Tang, F.-F., 387
Tang, J. C. S., 198–199
Tang, Z., 384
Tangible products, 298
Tangible resources, 695
Taoism, 772, 785, 788
Tapper, U. A., 724
Tapscott, D., 647
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Targetability:
defi ned, 391
with online pricing, 382, 384–385

Target customers, 438–439
Targeted promotion, 475
Targeting:

in business markets, 323
defi ned, 330
in high-technology marketing, 428–430
in marketing research, 369–370

Target markets, 437
Target return pricing, 300
Task coordination, 839
Task-related skills, 414
Tata Motors, 354
Tatemae, 778, 787
Tate shakai, 778, 788
Tatikonda, M. V., 725
Taylor, M., 176–177
Taylor, Robert, 602
Taylorism, 817, 823
Tayur, S., 24
TCE (transaction cost economics), 123
TCO, see Total cost of ownership
TCP/IP, see Transmission control protocol/Internet 

protocol
Teachers (pension fund), 79
Team expertise directory, 720
Team selling, 409–410
Teamwork, 336
Tech Emo design, 313
Technical challenges:

with global ICT design, 669–670
with Internet-enabled supply chains, 97–100

Technical grammar, 729
Technical obsolescence, 296
Technical standards, 619
Technological change:

cross-national comparison paradigm for, 
763–764

defi ned, 767
factors infl uencing, 762–763
management of, 758–762

Technology(-ies). See also specifi c headings
for collaboration, 337–347

blogs, 339–341
cloud computing, 346
mashups, 346–347
podcasting, 341–342
social media, 342
software as a service, 347
virtual worlds, 342–344
wikis, 344–346

for companies, 332
for customer service, 113–116

bar code, 114–115
customer relationship manage ment/data 

mining, 114
electronic commerce, 115
product life-cycle management software, 114
radio frequency identifi cation, 115
remote diagnostics, 116

supply chain and revenue management software, 
113–114

voice technology, 115
defi ned, 767
and global management, 641–642
in global workforce, 629–630, 632, 637–638
for innovation, 337
for Internet-enabled supply chain, 92–95

electronic data interchange, 92–93
web service, 93–95
XML-based B2B interaction frameworks, 93

and manufacturers’ representatives, 413
for marketing strategy analysis, 354–356
paradoxes of, 277, 283–284, 287
for personalization, 478–479, 481
and sales force, 417–418
for services marketing, 394–395
shared, 726
and supply chain management, 24–25
and worker isolation, 635–636

Technology Acceptance Model (TAM), 277–279, 287
Technology anxiety, 278, 287
Technology developments:

business process management, 212
radio frequency identifi cation, 210–211
service oriented architecture, 211–212
software as a service, 212–213

Technology emergence, 767
Technology enablers, 348
Technology experience, 608
Technology/information technology industry (T/IT), 

367–369, 375, 380
Technology innovation, 767
Technology marketing, 421–422, 424–433

challenges with, 421
competencies in, 425–432

segmentation, 428–430
strategic brand management, 430–432
types, 427

and market uncertainty, 424
rigidities in, 425–426
terminology, 432–433

Technology-mediated communication, 713
Technology readiness, 278, 287
Technology-society compatibility theories, 595
Technology sourcing, 704–711

defi ned, 711
incentive effi ciency in, 705, 707–709
international expansion to, 704–705
joint effect of antecedent conditions on, 709–711
operational effi ciency in, 705–709
terminology, 711

Technology transfer, 758–760, 767
Technology uncertainty, 424, 433
Technology use, 767
Technophobia, 278
Teece, D., 685
Teece, D. J., 691
Telecenters, 604, 608
Telecommunications, 845
Teleconferencing, 635, 648–649, 667, 718
Telemarketing, 491–492, 495

bindex.indd   925 12/1/09   10:18:10 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



926 INDEX

Telephones, 718. See also Cellular phones
Telepresence, 635, 639
Teleservice engineering, 116
Telesio, P., 178
Televideo, 648–649
Television:

advertising spending on, 452
digital, 459

Telework, 635, 639
Tellis, G. J., 388, 426
Temasek, 797
Temperature sensor function, on RFID tags, 238
Temporal bracketing, 765–766
Temporal distance, 619
Temporal misalignments, 728
Temporary data, 236
Temporary storage function, 237
10 Days Method, 5–7
Teradyne, 109
Terminal companies, 71, 79–80
Terms of sale, 23–24
Tesco, 468
Test markets, 375
Test sets, 546, 554
Tethered networks, 681
TEU, see Twenty-foot equivalent unit
Texas Instruments, 225, 233
Text messaging:

marketing via, 459
online public relations with, 505–506

Text mining, 544, 551
Text warehousing, 564
Thailand, 816, 819, 820
Thamel International, 605
Thamel Remit, 605
Theeranuphattana, A., 198–199
Theft, 240, 241
Theory-based modeling, 480
Theory of reasoned action (TRA), 278
Theravada Buddhism, 782–783, 788, 819
There.com, 343
Thing to thing (T2T), 243
ThinkPad, 371
Third country nationals, 650, 651
Third-party distribution providers, 162
Third-party endorsements, 431
Third-party logistics providers (TPLs/3PLs), 51, 148

defi ned, 157
and distribution channels, 162–163
in supply chain management, 20, 22

Third-party reviews, 385–386
Third-party service providers, 45
Third-party web sites, 503–506
Thirukural, 786
Thomas, D. C., 829
Thomson Corporation, 467–468
3PLs, see Third-party logistics providers
Three-way matching process, 53
Thriftiness, 188
THRM (traditional human resource management), 815
Tie duration, 694
Tiering, 738, 743
Tie strength, 693

Time:
as cultural dimension, 758
in network analysis, 691
and transportation, 150, 154–155

Time-based competitive strategies, 37
Time-based management, 40, 41
Time delivery ratio, 271
Time intelligence, 558, 565
Time management, 31
Time-of-day choices, 150
Time orientation, 669

and global teams, 716
and information management, 662
and planning, 839

Time pressure, 106
Time to market (TTM), 723–725, 730, 732
Time zones, 619

as factor in global ICT, 670, 674
and global account management, 740
and global teams, 713
and outsourcing/offshoring, 681

Timme, S., 199
T/IT industry, see Technology/information technology 

industry
Titles (in Chinese etiquette), 775
TiVo, 355, 356
TM (transaction marketing), 462, 465
TMS, see Transportation management system
Tolerance, 781
Toll collection, 224, 242
Tombak, M., 177
Tom Tom, 437
Toshiba, 292
Total access communication system (TACS), 262
Total cost of acquisition perspective, 31
Total cost of ownership (TCO), 128–129, 197, 204
Total quality management (TQM), 466
Total supply chain management costs, 194, 204
Touch-points, 396, 397, 405, 430, 450, 460
Touch screens, 278
Toyota, 18, 43, 48, 69, 74, 120, 134, 136, 138, 180, 311, 

451, 519, 520
Toyota Production System (TPS), 13, 33, 142
TPDU (transport protocol data unit), 262
TPLs, see Third-party logistics providers
TQM (total quality management), 466
TRA (theory of reasoned action), 278
Track and trace, 234, 246
Tracking:

of persons, 241
with RFID, 90, 97–98

Tractinsky, N., 619
Trade agreements, 618
Trade barriers, 49
TradeNet, 669
Trade-off analysis, 322, 330
Trade/transportation, 73–77
Trading and transaction channels, 162
Trading channel, 173
Traditional human resource management (THRM), 815
Traditional procurement, 53–55, 66
Traditional software model, 350
Traffi c congestion, 242
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 INDEX 927

Traffi c counts, 148
Traffi c model, 150, 157
Training:

with demand-learning, 336
of employees, 271
of global account managers, 741
of sales force, 414–415

Training sets, 545, 554
Transactional selling, 407
Transaction cost economics (TCE), 123
Transaction data, 380
Transaction elements (customer service), 104, 106
Transaction marketing (TM), 462, 465
Transitional economies, 820–821, 823
Translation equivalence, 537, 540
Translation services, 673
Translation software, 673
Transmission control protocol/Internet protocol (TCP/IP), 

586, 598, 606
Transnational (term), 625
Transnational organizations, 642
Transparency, 35, 41

in online public relations, 513
with radio frequency identifi cation, 236
in wireless marketing, 490

Transportation, 154–157
added value of, 146–147
available data on, 148
chains, 149–154

four-step approach, 150
freight transport choices, 149–150
mode choice elasticities, 153–154
product-consumption vs. origin-destination fl ows, 151
transport modes, 151–153

consolidation/deconsolidation of shipments in, 154
costs of, 147, 207, 209–210
decision making, 148
defi ned, 146
government intervention in, 156
in Internet-enabled supply chains, 90
outsourcing of, 148–149
route choice, 155–156
scheduling of, 154–155
and supply chain management, 20
terminology, 157

Transportation corridors, 72
Transportation gateways, 69–72
Transportation management system (TMS), 170

in real-time supply chains, 267
with software as a service, 213

Transportation model, 157, 159
Transportation modes, 151–153, 161
Transport chains, 149–154, 157
Transport networks, 150, 154, 157
Transport protocol data unit (TPDU), 262
Transport volume, 149
Travel:

and global teams, 713
in India, 839
for marketing strategies, 356

Traveler’s Insurance, 396
Travel industry, 386
Travelocity, 449

Tremor, 358
Treys, C., 164
Trialability, 279
Triandis, H. C., 795
TripAdvisor, 393
Trompenaars, F., 835
Trompenaars, Fons, 758
Trucking, 20, 151–154
Trunk collection, 154
Trunk feeder networks, 154
Trunk lines, 111
Trust:

customer, 469
defi ned, 721
in global teams, 715, 717–718
in global workforce, 632
in networks, 695, 696, 700
and sales managers, 417
in strategic management, 805–806
in strong brands, 315
in supplier relationships, 621
in supply chain management, 23, 30, 32, 34–36

Trust perimeter, 238
Tsai, W., 691
Tsai, W. P., 696
Tseng, F. S. C., 564
Tsui, A. S., 785
TTM, see Time to market
TUI AG-Hapag Lloyd, 78
Tunisia, 588
Tuskegee syphilis study, 379
Twain, Mark, 520
Twenty-foot equivalent unit (TEU), 73, 78, 79, 88, 153
TWiki, 344
Twitter, 506
2001: A Space Odyssey, 313
Two-dimensional barcodes, 221
Two-part tariff, 23
Tyan, J., 90
Tylecote, A., 759

U
UA, see Uncertainty avoidance
Ubiquitous computing (UbiComp), 244, 246
Ubuntu Linux, 607
UCC, see Uniform Code Council
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