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GCOMPANY INDEX

FROM THE EDITOR

Continuous Improvement

One creative tension we fael at HER s
between timelessness and timeliness, and
S0 wia're constantly tweaking the magazine
1o bettar halp you tackla your toughest
managameant praolems, With this issue,
wi l[aunch an ex1ensive improvement: a
redesign of cur depariments.

FORETHOUGHT

Gear adverlising not to madia slats but 1o
openings In consumers’ lves. . Why super-
visors turn a blind eye when employveas use
comgpany resources for personal projects...
flaking sure arganizaticnal knowledge geis
1e 1hose who need ... you're not in con-
ol of your calencar, you'a not o conrall™,
Blua-collar workplaces are gong green. ..
Strangthening sales and marketing takes
priarily cver cullimg cosls after a merger..
Mulunatianals candeo good and do wwell in
aven the poarest countries.. Mentors ara
tha key to entrépraneuns| success. . keap-
ing survivars around altar the ax falls.. .So-
phisticated graphs get people collaborating

HBR CASE STUDY

Will Our Customers Bail Us Gut?
David Sifverman

Midwest typesetter Clarinda Company is
flounderning. Will askima its customers for
halp keeg the firm atloat ~ ar sink 42 With
cammentary by Jim Marsh, Rick Rickerisen,
Richard Charkin, and Kimberly D. Elsbach.

DIFFERENT VOICE

The Science of Thinking Smarter
A Conversation with Brain Expert
JohnJ. Medina

Hovv can managers appiy the lates) ad-
vances i necramelogy 10 the workplace?
Hara we separate hype from insight.

hbr.org
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The Customer-Centered

Innovation Map

Lance A. Bettencourt and

Anthony W. Ulwick

When companies understand that custom-
&rs “hire” products, services, software, and
deas ta get jobs dane, they can dissect
thase jobs to discover tha key to growih,

BEST PRACTICE

Marketing When Customer

Equity Matters

Dominique M. Hanssens, Daniel Thorpe,
ard Carl Finkbeiner

Thanks 1o & mioneenng effart at Wachovia,
thiere’s now a way 10 maasure 1he long-
term impact of 2 proposed change in a
company’s markeling mix.

LETTERS TO THE EDITOR
EXECUTIVE SUMMARIES

PANEL DISCUSSION

A Siiver Buliet

Don Moyer

Exarminge your company s needs and
capabllities befors assuming that a specific
1echnlogy cen solve 8 business prablem
Thig insida-out approach 15 your Trus
magIc weanan
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Features

Leadership’s Online Labs

Byron Reaves, Thomas W. Malone, and Tony O'Driscoll
Multplayer online games aren't just about keeping scare
among nards who slay dragons. They're traming sceres of
gamers 1o develop and reline leadership skills that today's
real-world businesses need and that fareshadow haw
emarrow’s will operate.

Rebuilding the R&D Engine in Big Pharma
Jean-Pierre Garniar

Some baleve that large pharmaceutical companies are dino-
saurs doomed to be raplaced by the nirmble bictech sactor.
Not 2a, says the CEC of GlawoSmithKhine, but to reverse thair
recent declineg, big pharma camparnes naad 0 pul powar
back in the hands of scianists,

When Winning |s Everything

Deepak Malhotra, Gillian Ku, ant J. Keith Murnighan

Mary Figh-profile business mistakes are 1he result of an
adranalime-fueled emational stata called compentnveg arauesl.
Laarn wha! drives this win-a1-all-cosis mentality, when it is
mioat hkaly to derail strategy and desiroy value, and how to
reduce — or even avoid - i1s pernicicus atfects.

How to Sell Services More Profitably

Werner Reinartz and Wolfgang Ulaga

Creveloping valug-added services gnce your groduscts have
becorma cammodities makes sense. But there are pitlslis in
the process, a5 some leading corporatians nave dizcovered
the hard way. Here are four straightforward steps for making
youf services husiness 8 success

Strategy as a Wicked Problem
John C. Camillus
Some slrategy 155u8s aren't just 1ough of parsistant; theyre

“wichad” - 50 1angled that they cannot be solved. They tan

be tamed, Noweaver, with tha right appraach.
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