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Subject Index

180Commerce, 64
7�Eleven of Japan, 37
7�Eleven, 126, 261, 297

A
AAMCO Transmission, 357
ABN AMRO, 230
acceptable quality level

(AQL), 223�224
ADP, 136
Agent Supporting

Technologies, 44
Air Liquide, 53
Alberta Grid, 53
Alcan Aluminum, 55
Alliance for Environmental

Innovation, The, 54�55
Allied Waste Industries, Inc.,

52
AlliedSignal, 220
allocating capacity, 242�247
Amazon.com, 32, 35, 39, 41,

42, 43, 44, 79, 180
AMEC Offshore

Development, 361
American Airlines, 60, 64,

139, 237, 249
American Customer

Satisfaction Index (ACSI),
179�180

American Express, 123, 139,
141

American Medical
Association, 61

American Medical Response,
342

American Society for Quality
Control, 180

Ameritech, 361
AmSouth Bank, 124, 129
Amway, 123, 126
anchoring, 98, 213
ancillary services, 83

Andersen Consulting, 37,
271, 275

Anheuser�Busch, 52
appraisal costs, 222�223
arborescent distribution

strategy, 35
assembly line, 118
AT&T, 161
Atlanta Falcons, 29
automated virtual represen�

tatives (vReps), 44
Avon, 123

B
back office, 60

decoupling and, 118, 123
defined, 115
interface with front office,

115�130
job design, 129�130
technologies, 42�43

baka/yoke, 189
Baldrige Quality Award, see

Malcolm Baldrige
National Quality Award

Banca Populare di Milano,
361

bang for the buck, 317�318
Bank of America, 94�95, 115,

120, 212, 213, 230, 357
Innovation and
Development Team (I&D),
94

Bank of Scotland, 361
Bank One, 41
bar coding, 261
BarnesandNoble.com, 32,

180
Barshop Motel Enterprises,

Inc., 348
Baskin�Robbins, 357
Bellagio Hotel, 100, 101, 111
Belle Meade S&L, 369�370

Benihanas, 108
Bethlehem Steel, 8
Better Business Bureau

OnLine (BBBOnLine)
Update, 201

Big Brother (television pro�
gram), 102

Blockbuster Video, 24, 25,
159, 162�164, 176

blogs, 201
Bloomingdale’s, 37
BMW, 51, 64, 329
Boeing Aerospace Support,

183, 196, 199
Boeing Airlift and Tanker

Programs, 196
Boeing Company, 69, 196
Bolshoi Ballet, 8
Bonfante Gardens, 103
Borden Chemicals and

Plastics, 54
Borders, 79, 271, 272
Boston Company, The, 361
Boston Consulting Group

(BCG), 57, 361
Boston Market, 89
bottleneck process, 165�167
bricks versus clicks book

retailers, 80
British Airlines, 78
British Airways, 139
British Gas Transco, 361
Brock University, 366
Brooks Brothers, 126
Bryn Mawr Stereo, 273
Budget Rent a Car, 357
bulletin boards, 44
Burger King, 357
Burning Man Event, 98
Business Process

Outsourcing (BPO), 134
Business Wire, 56
BusinessWeek magazine, 134



C
CalEnergy Company, Inc., 361
call centers, 214, 277, 343
Camera World, 45
Cameraworld.com, 82
Capability Maturity Model

(CMM), 142
capacity allocation, 237,

249, 252
capacity strategies, 234�236
carbon dioxide, 53
Carlson Marketing Group,

361
Carlson Wagonlit Travel

Associates, 357
Caterpillar Financial Services

Corporation, 183
Cato Institute, 54, 55
Century 21 Realty, 77
CERES (Coalition for

Environmentally
Responsible Economies),
60
principles, 60, 62, 63

Certified Forest Products
Council, 56

Charles Schwab, 123, 124,
203

chat, see live chat
Choice Hotels, 357
choice sets, 90�91
Chuck E. Cheese’s, 101
Ciba�Geigy, 54
Cisco, 39
Citibank, 116, 140
clanning, 98
Clean Air Act, 71
clicks�and�bricks firms, 31
Club Med, 100, 107
clue design form, 111
CMDaily, 203
Coca�Cola, 60
cocooning, 98
Collaborative Forecasting

and Replenishment 
systems, 272

collections, 148
Columbia/HCA, 123
Comair, 59, 73

common cause variation,
219�220

Commonwealth Bank, 361
Communism, 3
Community Right to Know

Act, 71
competitive advantage, 138
competitive priorities, 19�20
complaint analysis, 45, 193
Computer Sciences Corp.,

136
congressional redistricting,

336
conjoint analysis (CJA), 85,

87
Connecticut Mutual, 157, 158
conservative planning, 302�

303
Consumer Financial

Network, 45
consumer utility, 179
Content & Quality Supporting

Technologies, 44
Continental, 249
continuity, 108
contract risk, 137�138, 145
core competencies, 16, 18,

19, 27
core services, 83
CoreStates, 132
corporate culture, 153
corporate strategy, 16
corporate university, 197
cost disease argument, 5�6
cost of poor quality, 222�

224, 227
cost of quality, 196
cost per available seat mile

(CASM), 68
Council on Competitiveness,

183
country risk, 143
CountryWide Banking

Corporation, 361
Coverall Cleaning Concepts,

357
Crate & Barrel, 98
CREG, 361
critical path, 308�309, 311,

318�319

Crocker Bank, 130
cross�functional teams, 77
Cruse Lines, 107
Crystal Ball™, 167
cultural bias, 144�145
cultural differences, 145�146
customer, alienating, 250�

251
customer class cheating, 251
customer contact centers

(CCC), 45
customer contact model of

services, 8�9, 11, 117�118
customer delight, 194
customer participation, 82
Customer Relationship

Management (CRM), 43�
44, 203

customer satisfaction
develop a culture to

achieve, 195
measures of, 190�193
satisfied versus loyal, 96

customer service centers, 82
Customer Supporting

Technologies, 44
customer utility modes, 84�

85, 87, 90
cycle time, 161, 165

D
data envelopment analysis

(DEA) 356�374, 357, 361�
367, 370
advantages of, 360�361
concept of, 361�363
corporate users of, 361
implementation problems,

365�366
Dave & Buster’s, 101
daylighting system, 61
decoupling, 116�117

and cost, 119�120
and delivery speed, 120�

121
and firm strategy, 121
and flexibility, 121
and quality, 120
back�office service, 118
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four strategy types, 121�
122

improves efficiency, 118
in retail banks, 116�117
Internet and, 117

Defending American Jobs
Act, 135

deliverables, 298�299, 320
delivered services, 329

site selection for, 340�342
Dell Computer, 7, 20, 41, 145
Delta Air Lines, 16, 17, 54,

59, 61, 62, 64, 68�73, 78,
212, 219, 246
chemical management at,

68�73
Technical Operations

Center in Atlanta, 70,
72

demand�sensitive services,
329

demand variance, 260, 266�
268, 270, 273

dematerialize, 65
Democrats, 336
Denny’s, 350
dependent variable, 332
DERA, 361
Design for the Environment

(DFE), 64
deterministic simulation, 343
differential pricing, 237
differentiation, 18
Direct Line Insurance, 361
discrete choice analysis

(DCA), 87, 88
discrete choice experiments,

87�88
discussion forums, 44
Disney, see Walt Disney

Company
Distribution Requirements

Planning systems, 272
D�M�A�I�C, 221, 225�228,

231
Dollar General, 123, 126,

328, 335, 357
Domino’s Pizza, 89, 200,

357
Double Tree Inns, 111�112

Dow Chemical, 52
Dow Jones Industrial

Average, 56
Dunkin’ Donuts, 26�27, 123,

124, 128, 357
Dunkin’ Donuts

University (DDU), 27
DuPont, 51, 65
dynamic overbooking, 242�

243

E
Earth Day, 54
Earthcraft House™, 59
Eastman�Kodak, 136
eatertainment, 101
eBay, 41, 76, 77, 78, 180
e�commerce, 31, 38, 41, 43,

63�64, 65, 180
defined, 31

economic growth
stages of, 2�4

Economic Order Quantity
(EOQ), 259

Economist, The, 52, 61, 139,
145

EDS, 136
edutainment, 103
Edward D. Jones Financial,

78, 123, 126
e�factor (entertainment fac�

tor), 97
Efficient Consumer Response

(ECR), 261, 268
efficient frontier, 364
egonomics, 98
EIS, GSW, 361
Electronic Data Interchange

(EDI), 72, 261
Electronic Data Systems, 355
E�Loan, Inc., 144�145
e�mail, 81
Emeril’s, 83
Emory University, 58, 61

Goizueta Business School,
29

employee gaming, 366
employees 

discretion, 82

empowered, 87, 198,
204�205, 251

motivating, 22
recruiting, training, and

retention, 85
enablers, 77
engagement, 99�103
Enron, 359
Enterprise Resource Planning

(ERP), 43, 272
entertailing, 102
entrepreneurial stage, 21�22
environment regulation, 13
environmental case law, 13
Environmental Defense Fund,

54,
environmental mass services,

60
environmental performance

financial implications of
poor, 54

environmental service shops,
59

environmental services, 56�60
environmental standards

bodies, 13
EPA, see U.S. Environmental

Protection Agency
eRep, 48�50
e�retailers, 39
Erlang�C probability distri�

bution, 287
e�service, 41, 43, 45, 81
e�SQ (electronic service

quality), 185
ESRI, 336
e�tailing, 33
ethnic pricing, 249
e�tickets, 63�64
evaluation/benchmarking

systems, 358�360
Everdream, 151�153
expectations hierarchy, 181
expected marginal seat rev�

enue (EMSR), 245�246
experience, 3, 96�98

creating successful, 99�
109

evaluating, 110�111
process of, 100
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experiential blueprinting,
110�111

extraction industries, 2�3
Exxon Valdez oil spill, 61

F
facilitating goods, 7, 83
facilitating service, 7
factor rating, 330�332, 344
fail�safing, 200, 205
Fantastic Sam’s, 357
fantasy adventure, 98
FAQ (Frequently Asked

Questions), 44
Farmer’s Bank, 369�370
fast�food restaurants, 236
Federal funds market, 371
Federal Reserve Board, 121
FedEx, 19, 200, 325
Fidelity, 41
Fingerhut, 37
First American Bank, 332,

335, 359
First Union Bank, 132�133
fishbone diagram, 227
five forces, 15, 27
Flat Top Grill Restaurant, 105
flow charts, 221, 226
flowchart tools, 159
focus, 18
focus groups, 193
Food Lion, 123
For Sale By Owner, 123, 124
Ford Motor Company, 69
ForeSee Results, 180
Forest Stewardship Council

(FSC), 56
formalized dialog sequences,

82
Forrester Research, 140
Fortune magazine, 141
Four Seasons Hotels, 202
franchised fast�food service,

80
franchising, 22, 24�26
front line personnel discre�

tion, 82
front office, 60

defined, 115

interface with back office,
115�130

processes, 42�44
FUP (Frequently Used

Phrases), 44
FUPs (Frequently Used

Paragraphs), 49
FUSs (Frequently Used

Sentences), 49

G
Gallup survey, 179
Gantt chart, 156, 165�166,

176, 308�309
Gaps model, 185�189, 205
Gartner Group, 134, 141
Gartner Research, 202�203
GDS, 336
GE Engines, 69
GE India, 134
GEICO, 123, 124
General Counsel Associates,

123, 124
General Electric, 139, 231,

220, 222, 356
General Motors, 60, 69
generic strategies, 16
Geographic Information

System (GIS), 330, 336�
337, 344

Giga Information Group, 141
global warming, 53, 58
globalization, 76, 116
GNC, 357
Goya Products, 89
Grapevine Mills, 102
gravity model of demand,

337, 340
Great Wall of China 

Jin Shanling site, 103
Mutianyu site, 103

greedy algorithm, 342�343
Grolier, 37
gross domestic product

(GDP), 179�180
Groundswell Surf Camp, 108
growth strategies, 21
Guy’s Hospital (London), 361

H
H&R Block, 24
H.E.Butt grocers, 272
halo effect, 213, 278
Hard Rock Café, 97, 103, 104
Hartsfield International

Airport, 68
Harvard Business Review, 51
Heel Quik!, 357
heuristics, 343
Hewlett�Packard, 356
hidden cameras, 110
high contact services, 8
high touch users, 45
histograms, 221
Holland America Line, 61
Home Depot, The, 29, 54,

56, 212, 218�219
Timber Task Force, 56

HomeTownStores.com, 45
Honda Motors, 18�19
Hoover, 56
Hoovers.com, 52
humor, 146
Hynix Semiconductor, 328
Hypothetical Comparison

Unit (HCU), 364

I
IBM, 30, 134, 136, 164, 261�

262, 270
IBP, Inc., 56
Ikea, 106
IMAX, 107
immersion, 107
inappropriate applications,

362
in�depth interviews, 110
industrial society, 2�4
industry analysis, 16
industry rollups, 22�24
information, 3
information privacy risk, 138
Information Technology (IT),

136
Information Technology

Association, 140�141
Infosys, 141

400 S U B J E C T  I N D E X



inputs, 362
Integrated Decision Systems,

LDA plc, 361
Intel, 151
Interaction Technologies, 44
interactive voice response

(IVR), 44
Interface�LLC, 59, 64, 65, 68,

70�73
Intergraph, 336
International Organization

for Standardization (ISO),
63, 183�184

Internet, 24�25, 26
Internet�based services, 7,

31, 76, 83
advantages of, 32
banking, 132
cost differences from tra�

ditional firms, 33
decoupling and, 117
design, 40�45
five basic process tech�

nology systems in, 42
Internet/traditional

retailer, 35�38
options for delivery

orders, 38
outcomes measured, 46
personnel, 34�35
range of, 41
strategies, 31�46

Intuit, 136
inventory, 33, 234

accuracy, 34, 272
potential savings in e�tail�

ing, 33�34
management in services,

258�273
services versus manufac�

turing, 259�261
inventory science, 261�262
ISO 9000, 63, 184
ISO 14000, 13, 62, 63, 184

J
Jacoby & Myers, 11, 123
Jani�King, 357
JCPenney, 37

Jiffy Lube, 357
Jobs for America Act, 135
Johnny Rockets, 9 8
Joie de Vivre Hotel Chain, 82,

106
Hotel Bijou, 106
Hotel Rex, 106

JoJos, 350
Jurassic Park (movie), 103
keywords, 44
KFC, 83
kiosk strategy, 125
knowledge management

process, 44
knowledge system process,

43
Kodak, 51, 123
Krispy Kreme, 123, 128
Kumon Math and Reading

Centers, 357
Kurt Salmon Associates, 34
Kwik Kurb, 357
Kyoto Protocol, 58

L
L.L.Bean, 190, 192, 200, 281
La Prefreda, 89
labor unions, 3
Lands’ End, 76, 178, 198,

202, 281
LaQuinta Motor Inns, Inc.

(LQM), 348�355
Leadership in Energy and

Environmental Design
(LEED™), 58�59

legends, 198�199
Libraries Unlimited, 361
lifecycle analysis (LCA), 64�

65
Line of Customer Visibility,

84, 121, 123, 191
live chat, 45, 48, 49, 81
Lockheed Martin, 52, 299
Lojas Renner, 261
Los Angeles Business Journal,

23
Los Angeles Police

Department, 157, 212
low contact services, 8

M
Macy’s, 37
Mailboxes, Etc., 79
Malcolm Baldrige National

Quality Award, 178, 183,
196

malicious compliance, 231
Mall of America, 97
management by walking

around, 356
management fads, 228, 231
managing expectations, 302�

303
Manugistics, 251
Mapinfo, 336
MapScape, 337
marginal analysis, 263
marginal cost approach, 241�

242
markdown money, 271
Marriott, 357

Rewards program, 18
mass customization, 82
mass service, 9�10, 57, 58, 61
Massachusetts General

Hospital, 59, 61
Environmental Services

Department, 59
matrix organizational struc�

tures, 300
maverick buys, 71
McDonald’s, 7, 24, 25, 26,

77, 78, 80, 81, 89, 356,
357

McKinsey & Company, 52,
147

McKinsey Global Institute,
141, 147, 150

medical waste, 60�61
MedModel™, 167
MedPartners, 123, 126
Meineke Car Care, 357
memorabilia, 108
Mercedes�Benz, 328
Merle Norman, 357
Merrill Lynch, 123
metrics, 224�225
Metropolitan Life Insurance,

351
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Microsoft (MS) Project, 303�
312

Microsoft Excel, 167, 285,
334, 357, 365

Microsoft, 151
Midas, 357
Midlands Electricity Board,

361
Millennium dome, 106�107,

114
Miller Industries, 24
Miracle Ear, 357
mission, 16
mission creep, 231
mistake�proofing strategy, 85
Mitex Indoor Hygenics, 357
Mitomo Co., Ltd., M2L, 361
mixed integer/linear pro�

gramming, 343
mixed services, 8�9
Motel 6, 18
Motherland Air, 255�257
Moto Photo, 123, 126
Motorola, 21, 52, 220
Movie Gallery, 271
MovieLine magazine, 106
MSDS management, 72
multicollinearity, 331
Multinomial Logit, 91
multi�site rationalization, 21,

22
multi�site service lifecycle,

21�22, 28
Myst (computer game), 99,

101, 108

N
Nabisco, 299
NASDAQ composite index, 31
Nashville National Bank

(NNB), 369�374
NASSCOM, 141
National Bank of Commerce,

126
National Football League, 29
National Institute of

Standards and
Technology (NIST), 183

National Outdoor Leadership
School, 108�109

National Resources Defense
Council, 54

natural environment, 26, 27,
51

Neiman Marcus, 126
network diagram, 320
new service

defined, 76
development process, 76�

77
design, 88, 90�92

New Urbanism, 98
New York City Police

Department, 156�158,
165, 212

New York Life, 116
New York Times, 117, 158
New Yorker, The magazine,

106
nonprice service attributes,

86
Nordstrom, 178
normal distribution, 216�219,

316
Northeast Utilities, 60
Northwest Airlines, 59, 73
Northwestern Mutual, 157�

158
Novus Auto Glass Repair, 26,

357

O
objectives, 16
Occupational Safety and

Health Administration
(OSHA), 70, 71
Employee�Right�to�Know

or HAZCOM require�
ments, 70

offshoring, 26, 27, 115, 116,
139�149, 151�153
defined, 139
ethics of, 146�147
implementing operations,

147�148
of white collar jobs, 134�

135

quantifying, 140�141
see also outsourcing

operating strategy, 16, 20
operational process improve�

ments, 5
Operations Research (journal),

6
operations

defined, 4
Opus 2 Revenue

Technologies, Inc., 251
order qualifiers, 19�20
order winners, 19�20
Oregon Department of Motor

Vehicles, 294
outputs, 362
outsourcing, 26, 27, 37, 60,

68, 116, 135�138, 151
defined, 135
risks and benefits, 137�

138
see also offshoring

Outward Bound, 108�109
overage, 239, 263, 271
overall cost leadership, 18
overbooking, 236�243, 249,

252, 266

P
Pareto efficiency, 364
Park Cities Bank and Trust,

363�365
Pearl Vision, 357
Pentagon, 132
People’s Bank, 369�370, 37
PeopleExpress, 238
PeopleSuport.com, 48�50
performance metrics, 40
performance reviews, 357
perishable asset revenue

management, 237
Perma Fix Environmental

Services, 52, 59
Perot Systems, 136
personal investing industry,

128
Pew Charitable Trusts, 55
phantom stockouts, 34, 271
Phoenix mutual, 157
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Phycor, 126
Physicians Resource Group,

24
pick�and�pack operation, 36
pilot study, 227
pitchfork effect, 278
Pizza Hut, 89
Planet Hollywood, 101, 103,

104
pleasure revenge, 98
Poisson distributed, 285
poka�yoke, 85, 189�190, 200,

205
Polaroid, 220
Post Ranch Inn, 41
postindustrial society, 3�4, 6,

11
potential efficiency, 8
Potentially Responsible

Parties (PRPs), 55
Pottery Barn, 98
preindustrial society, 2
prevention costs, 222�223
price protection, 271
Priceline.com, 77, 78
PriceWaterhouseCoopers, 57,

361
pricing, 247�250, 252
probabilistic project manage�

ment, 313�316
procedures, 22
process analysis, 155

need for in services, 156�
159

process capability, 221
process certification, 62�63
process communication,

159�161
process flow charts, 176
process flow diagram, 84,

156, 159�167
process focused environmen�

tal strategies, 62�64
process map, 226
process measures, 224
process simulation, 167�172
Procter & Gamble, 52
product and process design,

80

product distribution, 35
product focused environmen�

tal strategies, 62, 64�65
product life cycle, 21
product profitability, 270
product redesign, 64�65
product substitution, 266�

268, 273
productivity

defined, 5
professional service, 9�10,

57, 58, 61
Professional Shopper strat�

egy, 37
project crashing, 317�319
project management

characteristics of, 298�
300

developing a schedule,
308�312

measuring success, 300�
301

probabilistic, 313�316
quantitative tools and

techniques for, 303�308
PROS Strategic Solutions, 251
Prudential Insurance, 351
public relations, 22
Purdue UniversityCenter 

for Customer Driven
Quality, 203

pure services, 8�9

Q
QI Macros for Excel, 226, 227
quality, 178�205
quality control, 7, 81
quality service

implementing, 200�202
quasi�manufacturing, 8�9,

329
Quest Diagnostics, 212
queue centralization, 286�

287
queuing

psychology of, 287�289
queuing models, 90
quick response, 261

R. J. Reynolds, 299
radial efficiency, 364
radical service innovations,

77�78, 83
Radio Shack, 357
Rainforest Café, 101
ray, 364
Raytheon, 355
Re/Max, 123
reference set, 365
refunds, 200, 202
regression, 330�335, 344,

355
analysis, 348

reliability, 85�86
Republicans, 336
Restoration Hardware, 98
retail banking, 132�133

processes, 158
retail lending, 121, 123�124,

128
retailing, 7
return on investment (ROI),

195, 357
return on quality (ROQ), 179,

190, 192, 205
steps to determine, 192

return on sales (ROS), 195
Returns Management

Platform™, 64
revenue management, 237
revenue sharing, 271
reverse logistics services, 64
reward systems, 129, 198�

199
Ricoh Electronics, 51
risk, 312�313
Ritz�Carlton Hotel Company,

The, 18, 178, 179, 196�
199, 202, 208�211
Gold Standards, 208
Leadership Center, 197
Quality Incident Action

(QIA), 198
Seven Day Countdown,

209
Royal Caribbean, 61
Royal Dutch/Shell, 51, 53
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S
S.H.C., 361
Sabre, 237�238, 251
Safeway, 80, 102
salvage value, 263
sandbag, 360�361
saturation strategy, 329
Saturn Automotive, 69
Saunders Hotel Group, 63

SHINE program, 63
scale economies, 124
scanner technology, 261
scheduling, 80�81
scope creep, 303
scripting, 82
Seaside and Celebration, 908
seating allocation, 256
Securities & Exchange

Comm. (Thailand), 361
segmenting markets, 249
September 11, 2001, attacks,

59�60
service blueprinting, 84�85
service concept, 16, 20

linking decoupling to,
118�121

Service Corporation
International (SCI), 23

service delivery system, 16,
20�21

service design model, 40
service design process, 90
service excellence: 27
service factory, 9�10, 57, 58,

61
service firm, 8�11
service guarantees, 200, 202
service innovations

effects of industrialization
and standardization
on, 83

radical versus incremen�
tal, 77�78

service lifecycle, 27
service process matrix, 9�10,

57, 66
service quality

achieving, 193�196
defining, 180�182

design, 189
determinants of, 188, 189
developing a culture of

(H.E.A.R.T.), 196�199
five principal dimensions,

85�87
gaps in, 185�189
measuring, 182�184

Service Quality Institute, 195
service quality management,

155
service recovery, 202�205
service shop, 9�10, 57, 58,

61
service strategy, 14�15, 19�

21, 27
service system design, 78�92

tools for, 84�88
service transactions

cost of, 39
ServiceMaster, 52, 60
ServiceMaster Aviation

Services, 60
ServiceModel™, 167
services 

defined, 2
differ from goods, 6
direct contact, 81
indirect contact, 81
innovation in, 77�78

servicescape, 79, 103
SERVQUAL, 185, 187, 205,

212
Shared Service Centers, 117
shoppertainment, 102
Shouldice Hospital

Corporation, 123, 128
shrinkage, 272�273
Sierra Club, 54
sigma (s), 215
Silent Spring (R. Carson), 51
Silicon Valley, 151
SimQuick, 167, 176, 316
simulation study, 168�172
site selection, 328�355

for demand�sensitive
services, 330�340
for delivered services,

340�342

Six Sigma, 26, 62, 155, 183,
212�230, 272
key ideas, 220�228

Skadden, Arp, Slate, Meagher
& Flom, LLP, 52

small indulgences, 98
Smith and Noble, 82
Snap�On, 357
Snowbird Ski Resort, 90�92,

169�171
Southern Methodist

University, 354
Southface Energy Institute,

59, 60
Southland Corporation, 261,

297
Southwest Airlines, 16, 17,

18�19, 20, 78, 178, 179,
196, 198, 219, 224, 288

special cause variation, 219�
220

spill, 239
spoilage, 239
spurious awareness, 213
spurious efficiency, 366
square root law, 33�34
stakeholder, 299, 301�302,

316, 320
standard deviation, 215, 217,

220, 222, 241, 266
Standard Metropolitan

Statistical Area, 369
standard ratio analysis, 367
standardization, 83, 121
Stanford University, 262
Starbucks, 79, 82, 84, 98,

103, 104
start�up bias, 172
State Farm, 123
steady state, 171�172
stockkeeping units (SKUs),

259, 270
stockouts, 239, 263, 267,

271, 273
strategic congruence, 128�

129
strategic consistency, 27,

224�224
strategic goals, 366
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Strategic Leadership Sciences
(Europe), 361

Strategic Mapping, 336
strategic positioning, 14�15
strategy

industry and competitor
analysis approach to,
16, 18

Subway, 83, 89, 357
success

qualitative methods for
achieving, 302�303

SunTrust, 126
Super 8 Motels, 357
Supercuts, 357
Superfund, 54, 55, 59
supply and demand curves,

247�248
Survivor (television program),

102
sustainability, 51
sustainable forestry, 54, 56
Swissair, 139
SWOT (strengths, weak�

nesses, opportunities, and
threats) analysis, 15

symbols, 198�199
Syndactics Inc., 361
systems development project

diagramming, 307�308

T
Taco Bell, 83, 335
tactical execution, 14�15, 21,

27
Tactician Corporation, 336�

337
target market, 16, 20, 21, 32
TCBY, 357
Technical Assistance

Research Programs
(TARP), 203

technological innovation, 124
Technology Marketing

Corporation, 141
TeleSpectrum Worldwide, 24
Tennessee Birth Place, The,

123

Terminix, 60
Tetra Tech, 56
Texas Instruments, 355
Thor Chemical Plant, 54
throughput time, 161
Tim Horton’s, 357
top level indicators (TLIs),

224, 226
Toshiba, 152
total cost of ownership, 69�

70
Total Quality Environmental

Management (TQEM), 62
Total Quality Management

(TQM), 62, 178�179, 205
touch points, 40
Toyota, 189
Toys “R” Us, 24, 102, 121
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