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Lindt & Sprüngli, 140, 141
Lithuania, 188
Logistics services, 34, 35, 54, 94, 96,

142, 156, 161, 164

Maidl, Jürgen, 107
Malicious code, 171, 172
Management by exception, 112, 122,

128, 129
Management process, 112, 122, 124,

125
Managerial discipline, 131

Market and customer development
Apple, 18, 19
barriers to, 64, 65
checklist, 66
concepts of, 55–63
enablers of, 65, 66
and enterprise value, 51, 52
examples, 53–55
management summary, 49–52
vision for, 52, 53

Market knowledge, 49, 50. See also
Market and customer development

Mashups, 25, 188
Mass customization, 87. See also

Customization; Innovation and
personalization

Master data, 96, 108, 157, 168, 186, 191
Merck KGaA, 89
Mergers and acquisitions, 62, 65
Micropayments, 21, 62
Microsoft, 11, 15, 26, 147, 149, 154,

164–166
Milliken, 106
Miniaturization, 26, 81, 92, 193
M:n capabilities, 24, 155, 158, 168, 192,

193
Mobile communications. See Mobility

(mobile communications)
Mobile Virtual Network Operator

(MVNO), 141, 142
Mobility (mobile communications), 25,

26, 47, 50, 59, 92, 109, 110, 166,
169, 188–189, 196. See also Cell
phones

Modularization, 71, 87, 88, 96, 104,
105, 137. See also Innovation and
personalization

Motorola, 17, 167
Mumbai terror attacks, 9, 183
Music industry, 2, 62, 63

NASA Jet Propulsion Laboratory, 145
National security, 171
Navteq, 147, 167
Netbook PCs, 17, 26, 171, 188
Netflix, 39, 70, 145

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



P1: TIX/XYZ P2: ABC
ind JWBT390-Kagermann September 16, 2010 10:42 Printer Name: Yet to Come

Index 217

Network effects, 147, 148
Networkability, 24, 45, 91, 136, 137,

151, 154–158, 168, 192, 193
Networks, technological developments,

26
Newspaper industry, 62, 63
Nicholas, Ethan, 17
NIH (not invented here) syndrome, 75
Nike, 82, 87, 97, 103
Nokia, 26, 83, 136, 146–147, 165, 167,

188
Notebook PCs, 26
NuImage, 103

O2, 53
Oberholz, Alfred, 55
Oeschger VPS, 140
Office Depot, 105
Offshoring, 171, 180–183
One face to the customer (full

responsibility for outcomes), 29,
42

One stop (comprehensive coverage
and partner network
transparency), 29, 40, 41

Open-source software, 70, 147, 167,
168

Operating model tool, 179
Operational excellence, 99, 100
Order fulfillment, 157, 158. See also

Silent commerce
Organizational change, 186, 187, 196.

See also Business model
transformation, role of IT in

Organizational intelligence, 14, 96, 97
Orica Ltd., 54, 55
Otto Bock, 82, 83
Outsourcing, 94, 172
Outtasking, 156
Oxford Health Plans, 184, 185

Packard, David, 15
Parallel development, 69, 80, 88, 89
Pareto distributions (80/20 rule), 149
Partner relationship management, 164,

165

Payback cycles, 90
PayPal, 11, 92
Personalized solutions, 80, 86–88
Pervasive computing, 82
Pharmaceutical industry, 12, 50, 70, 89
Philips, 146
Physical proximity, 152
Pine, Joe, 29, 30
Point of sale systems, 102, 185
Political risk, 183
Portals, 42, 43, 45, 46, 66, 69, 84, 94,

96, 116–118, 122, 128, 169
Porter, Michael, 20
Postponement, 94, 101, 105–107
Power law distributions, 148–150
Power shifts, 168
Price Waterhouse, 182
Price/cost

and customer process, 32
and customer value, 12
innovation and personalization, 71
and IS performance, 173, 174
and market and customer

development, 49, 51, 52, 54, 55,
62, 63

and order fulfillment, 96
pricing models, innovative, 62
and strategy-compliant management,

112, 113
structures, 49
and value chain redesign, 138

Privacy, 58, 65, 171, 177
Privatization, 7
Process islands, 108
Procter & Gamble (P&G), 30, 74–77
Product and service delivery

and customer process, 31
innovation and personalization, 70,

71
and IS performance, 173
and market and customer

development, 51
and order fulfillment, 95
strategy-compliant management,

112
and value chain redesign, 138

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



P1: TIX/XYZ P2: ABC
ind JWBT390-Kagermann September 16, 2010 10:42 Printer Name: Yet to Come

218 Index

Product and service development, 88,
90–92. See also Innovation and
personalization

Product and service integration, 10
Product lifecycle management (PLM),

132
Products, 158–161
Profit formula as part of business

model, 2, 21
Program management, 173, 183–185
Project failures, 185
Project management, 73, 183–185

Qatar, 188
Quasi-governmental entities, 1

Raytheon, 131
Regulatory compliance, 131
Research and development (R&D), 80.

See also Innovation and
personalization

Research in Motion (RIM), 21, 26, 146,
166, 188–189

RFID technology, 44, 47, 66, 82, 90, 98,
101, 102, 108, 159

Risk management, 9, 10, 87, 104,
171–173, 180–185

Robertson, David, 179
RosettaNet, 155
Ross, Jeanne, 179
Runtime levels, 52
Russia, 5, 135, 142

Sales processes, 52, 56, 65, 125, 126
Samsung, 83, 142, 147, 195
SAP AG, 114–118
Sarbanes-Oxley Act, 60, 131, 132
Satyam, 130, 182
Saudi Aramco, 116, 118, 119
Scalability, 46
ScotiaBank, 42
Search engine optimization (SEO), 66
Search engines, 27, 156, 193
Security, 93, 168, 175
Segment of one (customization of

products, terms, and delivery), 29,
41, 42

Self-service, 41, 43, 54, 85, 86, 103
Sensatex, 82
Sensors, 24, 26, 43, 47, 52, 57, 69,

80–82, 88, 90, 91, 94, 101–103,
109–110, 113, 193

Servers, 16, 26, 145, 176–178, 189,
190

Service-oriented architecture (SOA), 25,
46, 47, 91, 109, 132, 168, 175, 187,
188

Services, 158–161
Servicization, 137, 151, 158–161
Sharp Corporation, 106, 107, 143, 144,

195
Shipley, Chris, 189
Shirky, Clay, 50
Silent commerce

Apple example, 19–20
barriers to efficient order

management, 108, 109
checklist, 110
concepts of supply chain

management and order fulfillment,
99–107

and customer process, 43
enablers of order fulfillment

management, 109, 110
and enterprise value, 95, 96
management summary, 93–96
textile industry examples, 97–99
vision for, 96, 97

Silo structures, 45, 61, 62, 65, 97, 139,
192

Singapore, 138, 188
Siperian, 157
Smartphones, 17, 26, 45, 110, 146, 147,

171, 188
SOA. See Service-oriented architecture

(SOA)
Social media, 176, 177
Social networks, 27, 47, 146, 194
Social software, 47
Software as a service, 25, 27, 182, 188,

190
Software suites, 130, 158, 168
Sony, 83, 143, 146, 165, 167
South Korea, 69, 135

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



P1: TIX/XYZ P2: ABC
ind JWBT390-Kagermann September 16, 2010 10:42 Printer Name: Yet to Come

Index 219

Specialization, 136, 139, 150, 153, 154,
156

Speed (reaction to market changes)
and customer process, 32
and customer value, 13
innovation and personalization, 71,

72
and IS performance, 173, 174
and market and customer

development, 52
and order fulfillment, 96
and strategy-compliant management,

113
and value chain redesign, 138

Stand-alone systems, 23, 24, 192
Standardization, 112, 122, 125, 126,

155, 179, 180, 185, 190
Standardized processes, 61
Standards, 46, 91, 94, 108, 136, 148,

156, 165, 166, 193, 196
Stimulus packages, 7
Strategy-compliant management

Apple, 20
barriers to, 131, 132
checklist, 133
concepts, 112, 122–130
enablers of, 132, 133
enterprise resource planning (ERP)

examples, 114–121
and enterprise value, 112, 113
management summary, 111–113
vision for, 113, 114, 131–133

Suez, 37
Supplier relationship management

(SRM), 132
Supply chain management (SCM), 131,

132, 158. See also Silent commerce
SWIFT, 136
Symbian, 147, 166, 167

Tata Nano, 79, 148
Tata, Ratan, 79
Telecommunications industry, 63, 141,

195
Telefónica, 53, 54
Telematics, 47, 82, 91, 101
Tesco, 50, 154, 155

Textile industry, 97–99
Third-party logistics providers (3PLs),

94
Third-party software developers, 17
3-D, 27, 123
3M, 80, 89
Timberland, 87
T-Mobile, 141
Touch and gesture interfaces, 27
TraceAbility, 156
Transparency, 12, 50, 102
Trust, 7, 12, 51, 61, 65, 90, 142
Twitter, 123, 176
2-D bar code, 98, 110
Two-sided markets, 150

Ubiquitous computing, 82, 193
United Arab Emirates (UAE), 188
United Kingdom (UK), 177–179
UPS, 93, 106, 156
Urbanization, 5, 6
U.S. DARPA (Defense Advanced

Research Projects Agency), 70

Valero Energy Corporation, 175, 176
Value chain redesign

Apple, 20, 21
barriers to, 167, 168
checklist, 169, 170
concepts of, 136, 137, 150–167
enablers of, 168, 169
and enterprise value, 137, 138
examples of, 139–147
management summary, 135–138
networks, competition in, 147–150
vision for, 138, 139

Veblen, Thorstein, 188
Vendor-managed inventory (VMI), 154,

155
Veolia Environmental Services, 37, 38
Vestas, 119–121
Vibration levels, 26, 52
Virgin Mobile, 141, 142
Virtual proximity, 152
Virtualization, 171, 182, 189, 196
Visualization, 14, 27, 114, 194, 196
Volkswagen, 12, 46, 157, 165

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



P1: TIX/XYZ P2: ABC
ind JWBT390-Kagermann September 16, 2010 10:42 Printer Name: Yet to Come

220 Index

Wal-Mart, 50, 157, 159
Waste disposal and management

industry, 36–38
Web 2.0, 27
Weill, Peter, 179
Wikipedia, 1, 27, 70, 194
Wikis, 47
Windows 7, 195
Windows Mobile, 166

Workflow management, 92
Wozniak, Steve, 15

Yellowworld, 140
YouTube, 27, 149, 194

Zappos, 104
Zephyr, 82
Zipf distributions, 149
Zipf, George, 148

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om


