
accumulating resources 121,129,167, 176 
580

acquisitions 164–6
adoption

resource development 357–62, 
366

rivalry 444, 454
advertising spend see marketing 

spend
aerospace industry 481–3
AFDC see Aid to Families with Dependent 

Children
agents 249, 277–8
aggregated resources 249–50
aging

customers 361–2
staff 260–1

Aid to Families with Dependent Children 
(AFDC) 402

AIDA framework 323, 345–7
AirAsia 565
airlines

capabilities 654–6
decision-making strategies 565–6
intangible resources 616–17
rivalry 438, 495–500, 502
see also Ryanair

allocating resources 91
alternative advantages 298
alternative histories 8–10
alumni 393–5
Amazon.com

building resources 161–3
intangible resources 598, 607

performance 4–10, 15, 20, 54–5, 58, 67, 
73, 75

AMD processors 466, 471
America OnLine (AOL) 138–9, 144–5
Amnesty International 100–1
anchor-and-adjust 559–60, 568
anticompetitive behavior

attributes 300, 308, 311
rivalry 473

AOL see America OnLine
apparent delays 349
Arthur Andersen 165
asset erosion 150
asset life stages 336–41, 420
asset mass effi ciencies 149–50, 176
assumptions 205, 477
attributes 95, 239–321

aggregated resources 249–50
bathtub behavior 245, 251–2
change mechanisms 250–1
co-fl ows 243–67, 310
competition 272–3, 276–7, 288, 296, 

300–8, 311
complexity 289–90, 292–3
customers 240–1, 243–51, 255–6, 267–77, 

282–6
depreciation 267
disruptive technologies 297–9
dynamics 264–7
experience 258–61
human capital 261–3, 310
industry-specifi c 242
innovator’s dilemma 297–9
intermediaries 277–8
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attributes (Continued)
limitations 249–50
multiple 280–2, 290
new products 278–80
noncommercial organizations 242–3, 

269, 286–8
original equipment manufacturers 278
performance 254–7, 262–3, 280–6, 

291–2, 294, 303
physical resources 264–7, 274
potential resources 274–80, 284–6
product functionality 294–9, 311
profi tability 271–2, 291, 300–2
quality curves 267–74, 288, 291–5, 303–5, 

307, 310–11
reliability 264–7, 274, 310
resource development 341–3
Ryanair 282–6
skill building 252–7
staff 252–63, 274, 305, 310
step changes in accumulation 248–9
strategic architecture 288, 293, 

308–9
strategic recovery 288–94, 311
sustainability 262–3, 290, 294
tangible resources 240–3
undermining competitors 300–8, 311
unequal quality 247–50
value 270–2, 281, 304–5
value-curve 298–9, 305
worksheets 313–18

automation 534, 604–5

B2B see business-to-business
B2C see business-to-consumer
backfl ows

decision-making strategies 543
resource development 350–2, 356

BAE Systems PLC 24
balanced/skewed distributions 268–9

balanced scorecards
attributes 293
decision-making strategies 564–5
intangible resources 594
performance 16
strategic architecture 223–6, 230

balancing feedback 190–2, 659
banking 327–9, 377, 465–6
Barbie 361–2
Barnes & Noble 634
Bass diffusion model

resource development 354, 376–9, 389
strategic architecture 185–9, 229
see also word-of-mouth

bathtub behavior
attributes 245, 251–2
building resources 125–6, 138–9, 149
capabilities 638–9
intangible resources 581, 583

bedding in 336, 338
behavioral decision-making 566–8
benchmarks 15–16, 653
best-in-class competitors 16
bidding wars 476
biofuels 32–3
Blockbuster, Inc. 20
blue ocean strategy 442–3, 501
BMW 134–5, 146, 345, 486, 491–2, 599
Borders 634
Boston Consulting Group 380
bottom-up disconnects 205
bought-in costs 71
bounded rationality 456, 566–8
BP 391
BPR see business process mapping and 

redesign
Brand Management microworld 201–2
brands

building resources 136–7
decision-making strategies 518–23, 535–6
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intangible resources 578–9, 597–8
performance 97–8
resource development 345–52
strategic architecture 183, 192–206, 210

British Sky Broadcasting PLC (BSkyB) 22–3
budgets 18, 19
building resources 121–72

bathtub behavior 125–6, 138–9, 149
capabilities 647, 651–4, 667–71
case examples 134–40
cash fl ows 126
causality 121–2, 127–8, 130, 149–57, 167
challenges 138–40
changing state/activity 145–7, 156
correlation 152–5, 167
customers 124, 126–7, 130–7, 143–9, 

153–7, 166–7
decision-making strategies 542–5
external factors 144–5
intangible resources 581
integration 125
language 128–30
management decisions 143–4
noncommercial organizations 145
performance 67, 72, 91, 122–4, 128–32, 

167
product/service range 122, 138
resource fl ows 126–49, 157–67
Ryanair 140–2
segmentation 147–9, 166
spreadsheet view 131–4, 142
staff 121–2, 124–5, 135–6, 139, 143, 161–6
step changes in accumulation 163–6, 167, 

248–9
stock-and-fl ow diagrams 130–7, 141–8, 

154, 162–5
strategic architecture 177, 193–5, 203–5, 

220
through time 123, 126, 128–34
value-chain analysis 157–63, 167

value-curve 146–7
worksheets 169–71

bullwhip effect 371–2, 384
business banking 465–6
business process mapping and redesign 

(BPR) 637–45, 650, 667
business-to-business (B2B) providers

intangible resources 596–7
resource development 353, 354, 357
rivalry 429, 433, 464–6, 470–1

business-to-consumer (B2C) providers 429, 
433, 466, 470–1

call centers
attributes 252–7
decision-making strategies 529
intangible resources 602–6
rivalry for staff 479–81

cannibalization 279–80, 298, 449
Cap Gemini 165
capabilities 627–75

airlines 654–6
benchmarks 653
building resources 647, 651–4, 667–71
business processes 637–45, 650, 667
competition 657–8
customers 630–1, 639, 642, 651–6
defi nitions 628–34
delays 635–7
development 645–58
dynamic 583
effects 634–7
factored 640–5
feedback fl ows 647, 649, 654, 659, 667
forgetting 658
hunter/farmer model 652
identifi cation 642–3
intangible resources 576, 578–9, 581–3
learning 645–58
measures 653, 655, 666
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capabilities (Continued)
multiple 635–7, 662–3
noncommercial organizations 657–8, 667
obsolescence 665–6
Ockham’s razor 633
organizational culture 631
organizational learning 658–66
performance 91–2, 95, 99, 628, 634, 649, 

666–8
reliability 652
resource development 639
resource fl ows 638–9, 642–5, 654, 667
retail chains 635–7, 640–54, 661–3
staff 639, 642–5, 646–7
stock-and-fl ow diagrams 643–5
strategic architecture 639, 647, 656, 

658–60
tacit knowledge 660–2
value-chain 640
worksheets 669–72

capacities
building resources 127–8
performance 31–4, 102, 109–10
strategic architecture 181, 191

CapitalOne 282
capped expansion 276
carbon neutral companies 392
cash fl ows

building resources 126
performance 3–5, 60–2, 68, 106

causal loop diagrams (CLDs) 191–2, 198–9, 
647, 654

causality
building resources 121–2, 127–8, 130, 

149–57, 167
correlation 152–5, 167
performance 45–51, 57–8, 68–9, 79, 110
resource development 377
strategic architecture 196–7, 220–1, 

226–9

cellphones
attributes 278, 294–5
emerging markets 213–15
performance 21–2, 58
rivalry 444, 454, 476
strategic architecture 181, 184, 190–1, 

213–15
change management 365–6
changing state/activity 145–7, 156
chasm-crossing process 358, 361
choice pipelines

intangible resources 607
resource development 345–54, 356–7, 

366–7
Christensen, Clayton 47
CLDs see causal loop diagrams
co-fl ows 243–67, 310

change mechanisms 250–1
customers 243–9, 250–1
depreciation 267
experience 258–61
human capital 261–3, 310
limitations 249–50
performance 254–7, 262–3
physical resources 264–7
rivalry 499
skill building 252–7
staff 252–61
unequal quality 247–50

Coca-Cola 578–9, 599
coffee stores 430–43, 484–7, 

489–90
cognitive dissonance 601
collectively exhaustive states 219, 222, 

340
collusion 473
commercial evaluation 330, 332
competences

attributes 255–7
capabilities 632
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intangible resources 579
performance 92, 95

competition
attributes 272–3, 276–7, 288, 296, 300–8, 

311
building resources 144
capabilities 657–8
competitive advantage 599
competitive fragmentation 300–2
competitor analysis 476–8
decision-making strategies 547–50
performance 73–4, 77–80
strategic architecture 174–5, 185, 205, 

207, 229–30
targeted 302–8, 311
see also rivalry

complementary resources 94, 177–8, 181, 
199

complexity
attributes 289–90, 292–3
capabilities 664

composite
asset-stocks 632
policies 551–2

confl icting objectives 16–17, 550–4
conjoint analysis 59
constrained growth 183, 191, 195–7
consultants

intangible resources 607–9
resource development 335, 395
strategic architecture 219, 223–4

consumable products 187–9
consumer brands see brands
consumer electronics see electronics 

industry
continually updated strategies 527
controls

airlines 565–6
anchor-and-adjust 559–60, 568
balanced scorecards 564–5

competition 547–50
coordinated 563
decision-making strategies 517, 533–50, 

553–4, 557–64, 568
direct effects 541–5
generic structure 537–47
multiple decisions 557–64
noncommercial organizations 553–4
performance 538–41, 568
resource development 545–7
thresholds 544–5

cooperation 474
coordinated policies 563
core competences 92, 95, 632
correlation 152–5, 167
cost-effi ciency 299, 302
costs

capabilities 649, 666, 672
capital 2
leadership 63–4
performance 72, 75–7
resource-based demand 82–5

counter-intuitive recommendations 530
covert attacks 307
credit cards 454
crisis management see strategic recovery
CRM see customer-relationship-

management
crossing the chasm 358, 361
cumulative output 380–3
customer-relationships management 

(CRM) 534, 630
customers

adoption rates 357–62
aging process 361–2
attributes 240–1, 243–51, 255–6, 267–77, 

282–6, 294–7
building resources 124, 126–7, 130–7, 

143–9, 153–7, 166–7
bullwhip effect 371–2, 384
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customers (Continued)
capabilities 630–1, 639, 642, 651–6
changing state/activity 145–7, 156
choice pipelines 345–52, 354, 356–7
decision-making strategies 518–26, 

535–45, 547–52, 554–63
delays 460–2
development 345–52, 356–65, 371–2, 

383–90, 395–8, 405, 418
dormant 396–8
expectations 294–6
former 395–8
identifi able 101
intangible resources 576–7, 579–80, 

584–94, 614–17
limited/bounded rationality 455–9
loyalty 347, 349–54, 430, 440–3, 453–62, 

495
path dependency 461–2
performance 52–7, 61–2, 65, 74, 80–1, 

96–8, 101
potential 274–7, 278–9, 284–6, 357, 378
quality 240–1, 243–9, 250–1, 267–73, 310
rejectors 364–5
retention 652
satisfaction 35, 133–4, 179, 266–7
segmentation 147–9, 166, 356–7, 359
strategic architecture 175–87, 190–2, 

216–18, 223, 226–9
switching costs 453–62
value 270–2
varying characteristics 462–4
see also rivalry

cyclicality 393

data 602–4, 619
debt 68
decision-making strategies 515–74

airlines 565–6
anchor-and-adjust 559–60, 568
balanced scorecards 564–5

behavioral 566–8
bounded rationality 566–8
building resources 542–5
changing decisions over time 531
competition 547–50
confl icting objectives 550–4
controls 517, 533–50, 553–4, 557–64, 568
counter-intuitive 530
delays 530, 538
direct effects 541–5
emergent/deliberate strategy 533
evaluating strategies 516, 523, 526–7
fi xed decision rules 534–7
generic structure 537–47
goals 550–4
implementation 516, 523–7
interdependence 519–22
large-scale changes 530
management strategies 532–3
multiple decisions 554–68
net present value 522–3
noncommercial organizations 517, 529, 

553–4
performance 528–30, 538–41, 568
policy 517, 533–50, 553–4, 557–64, 568
profi tability 551, 562, 564
reliability 546–7, 555
resource development 545–7
satisfi cing 531–2
segmentation 523
sensitivity analysis 520–2
staff 555
steering strategy 517, 527–33, 566
strategic architecture 518–22
strategic opportunities 515–16, 518–23
thresholds 544–5
through time 517, 527–33
visibility of path not chosen 531
word-of-mouth 556, 558, 561, 563
worksheets 569–72

decline 24–5, 38
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delays
capabilities 635–7, 644
decision-making strategies 530, 538
intangible resources 599–601, 

616–17
resource development 349
rivalry 460–2

deliberate strategy 533
Dell computers 182, 211, 387–8, 443, 

471
demand-side resources 58–9, 96–102
departure-and-return 395
depreciation 3, 267
deregulation 374, 453, 456–9
diabetes

performance 6–7
resource development 363–4, 

398–401
Diabetes Prevention Program (DPP) 401
differentiation 63–4
direct hiring of seniors 343–4
discontinuations 273
discontinuities 216–18
discretionary income 376–7
disloyal customers 347, 349–52, 354

see also type-3 rivalry
disruptive technologies 297–9
distributors 277–8
dominant logic 665
donations 286–8
donors 83–5
dormant customers 396–8
dot-com bubble 291, 383–4
double-loop learning 663
DPP see Diabetes Prevention Program
durability 90, 187–9
dynamic capabilities 92, 583
dynamic complexity

attributes 289–90, 292–3
capabilities 664

dynamic organizations 289

early adopters 189, 357–62, 366
early majority adopters 358–9
earnings before interest, tax, depreciation 

and amortization (EBITDA) 48–50, 68
earnings growth rate 21
eBay 101, 607
EBIDTA see earnings before interest, tax, 

depreciation and amortization
economic factors

performance 2–5
resource development 375–7, 382
see also PEST(EL) analysis

economic value added (EVA) 2
effi ciency savings 299, 302
Elance 211
elasticity of demand 433–6
electricity supply see power supply
electronics industry

attributes 295–8
decision-making strategies 555–6, 563–4
resource development 358–61, 384–9, 

392
rivalry 444–8

embedded
knowledge 661
performance 577

emergent strategy 533
emerging markets

rivalry 443–9
strategic architecture 213–15

employment law 29–30
energy supply see power supply
Enron 165
enterprise-resource-planning (ERP) 433, 

630
entrepreneurism 515–16
environmental factors 129, 390–2

see also PEST(EL) analysis
Ernst & Young 165
ERP see enterprise-resource-planning
EVA see economic value added
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ever-likely markets
resource development 376–7, 386, 405
rivalry 445–6

Exodus Inc. 22, 26
experience

curves 379–81, 415–16, 422
staff 258–61, 327, 481–3

expertise
capabilities 646–7
staff 223, 224–6

explicit knowledge 661
Exxon 391

factored
capabilities 640–5
decision-making 567–8

failed products 335
fashion 33–4
fast-moving consumer goods (FMCG)

performance 5, 19
resource development 345–52
rivalry 467–9

feature fatigue 295
feedback fl ows

capabilities 647, 649, 654, 659, 667
interdependence 189–92, 198–9, 220–1, 

229–30
tipping points 216–18, 230

fi nancial
performance 2–5
ratios 13–14
services 280–2, 481–3

fi rst-mover advantage 432–3, 447–8
fi rst-time buyers 134–5
fi ve forces approach 78–9
fi xed decision rules 534–7
FMCG see fast-moving consumer goods
focus 63–4
focused attacks 302–8, 311
forgetting 224, 658

former resources 393–8
fractions of revenue 160
fragmentation 205, 300–2
franchises 93
free cash fl ows 3–5
free riders 481
Freeview 23
Fuji 24
functional objectives 25–35, 87–9
functionality, product 294–9, 311, 379, 

443–5, 612–13
fundraisers 83–5, 286–8, 657–8
future trajectories 3–4, 17–18, 37

game theory 472–8, 501
bidding wars 476
competitor analysis 476–8
cooperation 474
payoff matrices 472–3
repeated games 474–5
sequential/simultaneous response 473–4
strategy 475–8

generic
decision-making strategies 537–47
industry architectures 211–13, 658–60
strategies 63–4

goal-seeking behavior 191
goals

confl icting 554
decision-making strategies 550–4
performance 11–13, 86–7
resource development 327–9
zero-goals 554

Google 218, 375
greenhouse gas emissions 129
gross profi ts 67, 72
growth

attributes 274–7, 286, 293–4
building resources 146, 161
constrained 183, 191, 195–7
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performance 72, 74–5, 79
resource development 327, 329–30, 

357–62, 375–7
rivalry 446–7, 485
strategic architecture 176–7, 181–4, 

186–7, 192–206, 216–18, 223
growth-to-maturity transition 20–3

HCPs see healthcare professionals
headhunters 343, 481
healthcare professionals (HCPs) 363–4
hidden assets 373–4
hierarchy of effect model 345
historical performance 7–8, 37–8, 50–1
human capital 261–3, 310
hunter/farmer model 652

IBM 165–6, 596, 599
idea generation 330, 332–4
identifi able customers 101
iMode 213–15
impulse buyers 351
income statements 48–51
inconsistencies 205
individual knowledge 661
industry segmentation 492–5
industry-specifi c attributes 242
information needs 35–6
information-based intangibles 581, 602–10, 

619
automation 604–5
data 602–4, 619
knowledge 607–10, 619
performance 605–6

innovator’s dilemma 297–9
insurance companies 226–9, 471–2
intangible resources 575–626

airlines 616–17
assets 581
balanced scorecards 594

brands 578–9
capabilities 576, 578–9, 581–3
classifi cation/terminology 581–3
customers 576–7, 579–80, 584–94, 

614–17
development 337
embedded 577
infl uences 592
information-based 581, 602–10, 619
knowledge 580, 607–10, 619
leadership 583
loyalty 576, 579–80
management 592–3
measures 594–6
noncommercial organizations 615–16
perceptions 596–601
performance 91, 94–6, 593, 605–6, 611, 

613
processes 578, 579
product range 578
psychological 581, 584–602, 619
quality 580–1, 586–91, 601–2, 610–17, 

619–23
reputation 578–9, 588–91, 596–9, 617, 

619–23
routines 578, 579
self-fi xing nature 593
sporadic events 601–2
staff 576, 577–80, 584–94, 601, 604–6
stopping selling 590–1
strategic architecture 606, 618
sustainable advantage 576
technology 580
time to adjust perceptions 599–601
tipping points 594
value-curve 596–9
voice of the customer 612
win-rate 588, 590–1

Intel 98
Intel processors 466, 471
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interconnectedness of resources 150
interdependence

Bass diffusion model 185–9, 229
decision-making strategies 519–22
feedback fl ows 189–92, 198–9, 220–1, 

229–30
intangible resources 605–6
resource fl ows 175–89, 198–9, 220–2, 230
strategic architecture 175–92, 198–9, 

205, 519–22
interest 68, 280–2
intermediaries

attributes 277–8
performance 97–8
rivalry 466–72

International trade agreements 375
Internet banking 377
Internet service providers 138–9, 144–5
investment companies 290–3, 396–8
invitations to tender (ITTs) 450
iPod 386, 390
issue-tree analysis 219–21, 230
ITTs see invitations to tender

Kanban system 372
knowledge

embedded 661
intangible resources 580, 607–10, 619
tacit 660–2

knowledge-based view 92
Kodak 24

late adopters 189, 357–62
late majority adopters 358–60
launch price 384–6, 389–90
lead time capabilities 648–9, 656, 666, 672
leadership 63–4, 583
learning

capabilities 645–58
effectiveness 658–9

failure 658
forgetting 658
limits 658
organizational 658–66

legal factors 390–2
see also PEST(EL) analysis

legal profession
attributes 249
building resources 135–6, 143
performance 88–9
resource development 324–6, 340–1

Lexus 486, 491–2
life cycles 296
limited rationality 455–9, 502
limits-to-growth 191
liquefi ed petroleum gas (LPG) 391
LoFare Airline microworld 208–9, 497
logistics 337
long-run demand curve 434–6
lookup relationships 55–7
low involvement model 345
low-cost airlines see airlines; Ryanair
loyalty

intangible resources 576, 579–80
resource development 347, 349–52, 354
switching costs 453–62
see also type-3 rivalry

LPG see liquefi ed petroleum gas
lumpy resources see step changes in 

accumulation

McDonald’s 20, 21, 53, 92–3
McKinsey & Co. 91
manufacturing

attributes 243–9
building resources 151–60
rivalry 470–1
strategic architecture 211–13

market potential 74–5
market segmentation see segmentation
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market share
performance 14, 17, 21, 51, 63–4
rivalry 477–8

market-based forecasting 68–80, 
85–6

marketing spend
attributes 281
building resources 151–7, 158–9
decision-making strategies 518–19, 524, 

535–45, 555–64
phased 345–8, 389–90
resource development 345–8, 389–90
rivalry 445–6
strategic architecture 199–201

MECE see mutually exclusive and 
collectively exhaustive

Mercedes 486, 491–2
milk production model 81
minority representation 29–30, 327–8
missions 86–7
MNDA see Motor-Neurone Disease 

Association
mobile resources 90
mobility barriers 492–3
morale 585–91, 601
Motor-Neurone Disease Association 

(MNDA)
attributes 269
capabilities 657
intangible resources 616
performance 82–5, 87–8, 100

multiple
agencies 554
attributes 280–2, 290
capabilities 635–7, 662–3
competitors 484–95, 502
decisions 554–68
demand-side resources 101
objectives 16–17, 550–4
pipelines 363–4, 402–3, 409

mutually exclusive and collectively 
exhaustive (MECE) states 219, 222, 
340–1, 347–8

negative attributes 264–7, 274
net present value 522–3
new entrants

attributes 301–2, 307–8
decision-making strategies 565–6
resource development 388
rivalry 438, 443

new products 278–80
NGOs see nongovernmental organizations
noncommercial organizations

attributes 242–3, 269, 286–8
building resources 145
capabilities 657–8, 667
decision-making strategies 517, 529, 553–4
intangible resources 615–16
performance 2, 6–7, 13–14, 24–5, 82–5, 

87–8, 100–1
quality 615–16
resource development 353, 398–404
rivalry 483–4

nonfi nancial performance objectives 5–6
nongovernmental organizations (NGOs)

performance 6–7, 24–5
resource-based demand 82–5, 87–8, 100–1

not-for-profi t see noncommercial
NTT DoCoMo 213–15
nuclear power industry 105
number-portability 453

objectives
functional 25–35, 87–9
multiple/confl icting 16–17, 550–4
nonfi nancial 5–6
performance 5–6, 11–13, 16–17, 25–35, 

87–9
see also goals
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obsolescence 665–6
Ockham’s razor 633
OEMs see original equipment 

manufacturers
oil industry

building resources 139
resource development 365–6, 368–71, 

375, 391
operating costs 63–7, 75
operating profi ts

attributes 281–2
building resources 151–7, 158–9, 161–2
performance 2–5, 72
resource development 362
rivalry 451

opportunities 99–100, 303
opportunity share 15, 184, 208–9
organizational

change 365–6
culture 631
forgetting 224, 658

organizational learning
capabilities 658–66
games as models 664–5
generic architecture 658–60
multiple capabilities 662–3
obsolescence 665–6
tacit knowledge 660–2

original equipment manufacturers (OEMs) 
98, 278

outsourcing
attributes 303
performance 34, 105
resource development 372–3

over-aging staff 260–1
overcompensation 365
overt attacks 307

parallel development 335
partnerships 27–8

path dependency 461–2
payoff matrices 472–3
penetration (market) 21, 52
People Express 565
percentage growth rates 15
perceptions 596–601
performance 45–119

attributes 254–7, 262–3, 280–6, 291–2, 
294, 303

benchmarks 15–16
building resources 122–4, 128–32, 167
capabilities 91–2, 95, 99, 628, 634, 649, 

666–8
capacity 31–4, 102, 109–10
case example 36–7
cash fl ows 3–5, 60–2, 68, 106
causality 45–51, 57–8, 68–9, 79, 110
competition 73–4, 77–80
customers 52–7, 61–2, 65, 74, 80–1, 96–8
decision-making strategies 528–30, 

538–41, 568
decline 24–5, 38
fi nancial 2–5, 13–14
functional objectives 25–35, 87–9
future 3–4, 7–18, 37, 68–81
generic strategies 63–4
growth-to-maturity transition 20–3
hidden assets 374
historical 7–8, 37–8, 50–1
imperative 1–7
inappropriate measures 13–16
information needs 35–6
intangible resources 91, 94–6, 593, 

605–6, 611, 613
intermediaries 97–8
knowledge-based view 92
lookup relationships 55–7
managing future performance 7–18, 37
market share 14, 17, 21, 51
market-based forecasting 68–80, 85–6
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multiple/confl icting objectives 16–17
noncommercial organizations 2, 6–7, 

13–14, 24–5, 82–5, 87–8, 100–1
nonfi nancial objectives 5–6
objectives 5–6, 11–13, 16–17, 25–35, 

87–9
operating costs 63–7, 75
percentage growth rates 15
product development 30
product/service range 105–6, 108
ratio-driven forecasting 72, 75–7
resource development 348–9, 351, 374
resource-based forecasting 80–1, 85–7
resources 45–119
rivalry 475–6, 489–90
sales 51–62
special cases 101–2
specifying/quantifying resources 107–10
stability 19–20
staff 27–30, 51, 64–5, 82–4, 88–9, 103–5, 

108–9
strategic architecture 175, 184–5, 192–3, 

199–201, 203, 228–9
strategy 86–7, 89–96
supply-side resources 74, 102–7
support functions 34–5
sustainability 4–5, 38
SWOT analysis 99–100
theory 45–51
through time 1–43, 47, 60–2, 65, 94, 

128–34
time charts 26
timescales 17–18
value-chain analysis 69–72
value-curve 58–9
worksheets 39–41, 113–16

PEST(EL) analysis
attributes 285
cyclicality 393
Dot-Com bubble 383–4

economic factors 375–7, 382
environmental factors 390–2
experience curves 379–81, 415–16, 

422
hidden assets 373–4
innovation and transformation 386–9
legal factors 390–2
negative impacts 392–3
political factors 374–5, 382
resource development 323, 373–93, 405
rivalry 443
social factors 377–9, 382
technological factors 379–90
worksheets 411, 413–15, 421

pharmaceuticals industry
building resources 136–7
decision-making strategies 536–7
performance 6–7, 17–18, 30, 72
resource development 335, 343, 363–4
rivalry 472

phased marketing spend 345–8, 389–90
physical resources

attributes 264–7, 274
decision-making strategies 546–7

pipeline delays 349
policy

airlines 565–6
anchor-and-adjust 559–60, 568
balanced scorecards 564–5
competition 547–50
coordinated 563
decision-making strategies 517, 533–50, 

553–4, 557–64, 568
direct effects 541–5
generic structure 537–47
multiple decisions 557–64
noncommercial organizations 553–4
performance 538–41, 568
resource development 545–7
thresholds 544–5
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political factors
building resources 129, 137–8
resource development 374–5, 382
see also PEST(EL) analysis

potential markets
decision-making strategies 518–20, 

524–5, 563
resource development 357, 376–9

potential resources
attributes 274–80, 284–6
development 357
rivalry 442–3, 445–9, 450, 480–1, 499–500
strategic architecture 182–5, 203, 207, 229

power supply
attributes 298–9
decision-making strategies 530, 547–53
resource development 338–40, 371–3
rivalry 456–62

Prahalad, C. K. 184
present value 3–4
pressure at work 585–91, 601
price elasticity 433–6, 524–5
PriceWaterhouseCoopers 165–6, 598
processes 578, 579
productivity 269, 604–6, 608
products

building resources 122, 138
development 30, 330–6, 419, 448–9
functionality 294–9, 311, 379, 443–5, 

612–13
innovation 386
intangible resources 578
life cycles 296
performance 105–6, 108
strategic architecture 186, 187–9

Professional Services microworld 407–9
profi t

contributions 270–1, 303–5
performance 2–5, 48–51
statements 159, 193

profi tability
attributes 271–2, 291, 300–2
decision-making strategies 551, 562, 

564
fi ve forces approach 78–9
performance 63–4, 77–80, 91
rivalry 467–9, 477–8
strategic architecture 221

project-based industries 450–2
promotions 304
proven reserves 139
psychological intangibles 581, 584–602, 

619
measures 594–6
sporadic events 601–2
time to adjust perceptions 599–601
value-curve 596–9

public services
capabilities 657–8, 667
decision-making strategies 517, 553–4
intangible resources 615–16
resource development 353, 398–404
see also noncommercial organizations

publishing 70–1, 211–13
purchase rates 56–7, 59, 60

quality
airlines 616–17
capabilities 636–7, 649, 666, 672
curves 267–74, 288, 291–5, 303–5, 307, 

310–11
intangible resources 580–1, 586–91, 

601–2, 610–17, 619–23
internal 612
measures 611, 614
non-resource qualities 610–12
noncommercial organizations 615–16
performance 611, 613
quantifi cation 611
resource-based qualities 612–15
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service 586–91, 601–2, 616–17
voice of the customer 612

R&D see research and development
ratio-driven forecasting 72, 75–7
rationality

bounded 456, 566–8
limited 455–9, 502

RBV see resource-based view
recovery 288–94, 311, 338–40
red ocean strategy 442
refocusing 289
refurbishments 337–40
reinforcing feedback

capabilities 647, 649, 654, 659, 667
strategic architecture 190–2, 198–9, 

216–18, 229
rejectors 364–5, 366
reliability

attributes 264–7, 274, 310
capabilities 652
decision-making strategies 546–7, 555
resource development 336–41

renewable energy 298–9, 369
repeated games 474–5
replicable resources 90
reputation 578–9, 588–91, 596–9, 617, 

619–23
requests for proposal (RFPs) 450
research and development (R&D) 30, 72, 

330–2
resellers 277–8
resource attributes see attributes
resource development 323–425

adding developed resources 343–4
adoption rates 357–62, 366
aging process 361–2
AIDA framework 323, 345–7
asset life stages 336–41, 420
attributes 341–3

beyond organizational boundaries 
344–98, 409

bullwhip effect 371–2, 384
capabilities 639
choice pipelines 345–54, 356–7, 366–7
customers 345–52, 356–65, 371–2, 

383–90, 395–8, 405, 418
decision-making strategies 545–7
delays 349
economic factors 375–7, 382
environmental factors 390–2
experience curves 379–81, 415–16, 422
failed products 335
former resources 393–8
legal factors 390–2
management goals 327–9
minority representation 327–8
multiple pipelines 363–4, 402–3, 409
noncommercial organizations 353, 

398–404
organizational change 365–6
performance 348–9, 351, 374
PEST(EL) analysis 323, 373–93, 405
political factors 374–5, 382
products 330–6, 419
R&D pipelines 330–2
rapid growth 327, 329–30
rejectors 364–5, 366
reliability 336–41
Ryanair 404–5
sales funnel 355–6
segmentation 356–7, 359
social factors 377–9, 382
staff 324–30, 341–4, 365–73, 393–5, 417
stage-by-stage 324–7, 334–6
stock-and-fl ow diagrams 324–8, 331–3
strategic architecture 388, 406–9
strategic innovation 386–9
strategic recovery 338–40
supply-side resources 356, 366–73
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resource development (Continued)
technological factors 379–90
value-curve 353
word-of-mouth 354–6, 376–9, 396
worksheets 411–22
see also type-1 rivalry

resource fl ows
building resources 126–49, 157–67
capabilities 638–9, 642–5, 654, 667
customer choice 350–2, 356
decision-making strategies 542–5
interdependence 175–89, 193–201, 

203–5, 230
resource-based forecasting 80–1, 85–7
resource-based view (RBV)

building resources 149
defi nitions 95–6
diffi culties 92–5
intangible resources 576–7, 607
resource allocation 91
strategic architecture 175–6
strategy 89–96
VRIO criteria 90, 93

restaurant chains 303–8
retail chains

attributes 274–7
capabilities 635–7, 640–54, 661–3
performance 97–8

retail shelf space 466–9, 472, 487–9
retaliatory price cuts 469–70, 472
RFPs see requests for proposal
rigidities 665
rivalry 427–513

adoption costs 444, 454
airlines 438, 495–500, 502
assumptions 477
blue ocean strategy 442–3, 501
bounded rationality 456
coffee stores 430–43, 484–7, 489–90
competitor analysis 476–8

cooperation 474
delays 460–2
elasticity of demand 433–6
emerging markets 443–9
fi rst-mover advantage 432–3, 447–8
game theory 472–8, 501
growth 446–7, 485
intermediaries 466–72
limited rationality 455–9, 502
long-run demand curve 434–6
multiple competitors 484–95, 502
new entrants 438, 443
noncommercial organizations 483–4
path dependency 461–2
product development 448–9
project-based industries 450–2
second-mover advantage 447–8
segmentation 464, 484, 492–3
sequential/simultaneous response 473–4
staff 478–83
strategic architecture 429, 498
strategic groups 487, 491–5
supply-side resources 453–9, 464–5, 479
switching costs 453–62
type-1 427–36, 438–40, 443–52, 478–81, 

489–90, 500–1, 505–9
type-2 427–31, 436–40, 453–64, 478–81, 

485–9, 501, 506, 510
type-3 427–31, 440–3, 464–78, 486, 489, 

501, 507, 511
type-zero 428
value-curve 433, 442–3, 490
varying customer characteristics 462–4
worksheets 504–11

Roche Diagnostics 31–2
role models 216
routines 578, 579
Royal Dutch/Shell 184, 368, 370
Ryanair

attributes 282–6
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building resources 140–2, 145–7
capabilities 654–6
decision-making strategies 565–6
performance 36–7, 48–55, 59–60, 64–9, 

73–6, 80–1, 87–8
resource development 404–5
strategic architecture 175–80, 183, 

207–8, 210

S-shaped growth 186–7, 229
sales

funnel 355–6
performance 57–62
rates 132–5, 137
revenue 51–7, 62

satisfi cing decision-making 531–2
scenario planning 666
screening 330, 332–3
second-mover advantage 447–8
segmentation

attributes 273
building resources 147–9, 166
customers 356–7, 359
decision-making strategies 523
industry 492–5
performance 58–9
resource development 356–7, 359
rivalry 464, 484, 492–3
strategic architecture 216

semidurable products 187–9
sensitivity analysis 520–2
sequential competitive response 473–4
service

costs 161–2
innovation 386
products 335, 352–3
providers 211, 444, 584–94
quality 586–91, 601–2, 616–17
range 105–6

shared tacit knowledge 661

shelf space 466–9, 472, 487–9
short-run demand 434–6
simultaneous competitive response 473–4
single-loop learning 663
site-acquisition 635–7, 640–54, 661
skewed distributions 268–9
skills 252–7, 631–2
Sky 22–3
Skype 5–6, 15, 74–5
small and medium enterprises (SMEs) 

584–94
SMS text messaging 377–8, 390
social factors 377–9, 382

see also PEST(EL) analysis
socioeconomic factors 144–5, 286

see also PEST(EL) analysis
soft factors see intangible resources
software bugs 614–15
solar power 299, 395–6
Southwest Airlines 565
spiral of knowledge model 660
sporadic events 601–2
spreadsheet view

building resources 131–4, 142
strategic architecture 202–5

stability 19–20
staff

adoption strategies 366
attributes 252–63, 274, 305, 310
building resources 121–2, 124–5, 135–6, 

139, 143, 161–6
capabilities 639, 642–5, 646–7
decision-making strategies 555
development 324–30, 341–4, 365–73, 

393–5, 417
experience 258–61, 327, 341–4, 481–3
expertise 223, 224–6
former 393–5
hierarchies 329–30
hiring rates 368–71
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staff (Continued)
human capital 261–3, 310
intangible resources 576, 577–80, 584–

94, 601, 604–6
noncommercial organizations 82–4
over-aging 260–1
performance 27–30, 51, 64–5, 82–4, 

88–9, 103–5, 108–9
pressure and morale 585–91, 601
productivity 604–6, 608
rivalry 478–83
skill building 252–7
strategic architecture 178–9, 223, 224–6

stage-by-stage development 324–7, 334–6
state-of-mind intangibles see psychological 

intangibles
static organizations 289
steering strategy 517, 527–33, 566
step changes in accumulation 163–6, 167, 

248–9
stock-and-fl ow diagrams

building resources 130–7, 141–8, 154, 
162–5

capabilities 643–5
decision-making strategies 560
resource development 324–8, 331–3

stock-markets 290–1
strategic

groups 487, 491–5
innovation 386–9
opportunities 515–16, 518–23
recovery 288–94, 311, 338–40
transformation 388–9

strategic architecture 173–238
attributes 288, 293, 308–9
balanced scorecard 223–6, 230, 293
Bass diffusion model 185–9, 229
capabilities 639, 647, 656, 658–60
causal loop diagrams 191–2, 198–9, 647, 

654

competition 174–5, 185, 205, 207, 229–30
consumable/durable products 187–9
decision-making strategies 518–22
emerging markets 213–15
external factors 174–5, 185, 203, 205, 

207, 229–30
feedback fl ows 189–92, 198–9, 216–18, 

220–1, 229
generic industry architectures 211–13, 

658–60
implementation 210
intangible resources 606, 618
interdependence 175–92, 198–9, 205, 

220–2, 230, 519–22
issue-tree analysis 219–21, 230
management decisions 174–5, 181, 

184–5, 192, 195–201, 203
management team control panel 205–6
performance 175, 184–5, 192–3, 199–201, 

203, 228–9
potential resources 182–5
recovery 288
resource development 388, 406–9
rivalry 429, 498
segmentation 216
spreadsheet view 202–5
strategy maps 226–9
tipping points 216–18, 230
value driver analysis 221–2, 230
word-of-mouth 176–7, 181, 187, 190–2, 

196, 216
worksheets 232–6

strategy
generic 63–4
maps 226–9
performance 86–7, 89–96

strengths 99–100, 303
stretch goals 11–13
structure-conduct-performance paradigm 

77
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substitutes 74, 90
supply-side resources

bullwhip effect 371–2, 384
development 366–73
performance 74, 102–7
resource development 356, 395–6
rivalry 453–9, 464–5, 479

support functions 34–5
sustainability

attributes 262–3, 290, 294
performance 4–5, 38, 91, 94–5
rivalry 433
strategic architecture 199

sustainable advantage 576
switching

costs 453–62
decision-making strategies 547–9, 551

SWOT analysis 99–100, 303
systems thinking 191–2

tacit knowledge 660–2
TANF see Temporary Assistance to Needy 

Families
tangible resources

attributes 240–3
building resources 141
demand-side 96–102
development 336–41
performance 91, 94, 95–111
specifying/quantifying 107–10
supply-side 102–7

targeted competition 302–8, 311
technical development 330, 332–4
technological factors 379–90, 580

see also PEST(EL) analysis
Temporary Assistance to Needy Families 

(TANF) 402–4
thalidomide 335
threats 99–100, 303
thresholds 217–18, 544–5, 594

time charts 26
time compression diseconomies 149
time to adjust see delays
tipping points

intangible resources 594
resource development 377
strategic architecture 216–18, 230

tit-for-tat price cuts 469–70, 472
top-down disconnects 205
Toyota 336, 443
trade agreements 375
tradeable resources 90
training 252–7
transformation 388–9
transport 600, 602
trust 601–2
two-level staff chains 324–7
type-1 rivalry 427–36, 438–40, 443–52, 

478–81, 489–90, 500–1, 505–9
type-2 rivalry 427–31, 436–40, 453–64, 

478–81, 485–9, 501, 506, 510
type-3 rivalry 427–31, 440–3, 464–78, 486, 

489, 501, 507, 511
type-zero rivalry 428

undermining competitors 300–8, 311
uneconomic tails 247–8, 268–9
unforeseen events 18
unit costs 380–3
United Nations (UN) 24–5
unreliability

attributes 264–7, 274, 310
capabilities 652
decision-making strategies 546–7, 555
resource development 336–41

up-or-out policy 329–30, 407

value
attributes 270–2, 281, 304–5
decision-making strategies 564–5
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value-chain analysis
building resources 157–63, 167
capabilities 640
performance 69–72

value-curve
attributes 298–9, 305
building resources 146–7
decision-making strategies 527
intangible resources 596–9
performance 58–9
resource development 353
rivalry 433, 442–3, 490
strategic architecture 174

value-driver analysis 221–2, 230
venture capital 516
vision 86–7
voice of the customer (VoC) 612
voluntary organizations

capabilities 657–8, 667
performance 2, 6–7, 13–14
see also noncommercial organizations

VRIO criteria 90, 93

Walt Disney Corporation 362
WAP see wireless application protocol
waste electrical and electronic (WEE) 

products 392
weaknesses 99–100, 303

WEE see waste electrical and electronic
Welfare-to-Work 137–8, 401–4, 554
White Label Restaurants microworld 276–7
wholesale price 468–9, 524–5
wholesalers 277–8
win-rate

controls 542–4, 561
intangible resources 588, 590–1
rivalry 450–2

wireless application protocol (WAP) 215
word-and-arrow diagrams 48–51
word-of-mouth

attributes 297
decision-making strategies 556, 558, 561, 

563
resource development 354–6, 376–9, 

396
strategic architecture 176–7, 181, 187, 

190–2, 196, 216
work-life balance 601
working capital 222

Yum! Brands Inc. 28

zero-goals 554
zero-sum situations 474
zero-targets 29
zero-tolerance policing 517


