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Cingular, 124

Cisco, 112

Citibank (Citigroup): change manage-
ment process of, 141-143; customer
profit centers of, 140-141; customer
teams of, 134-136, 137, 142; evolution
of, to customer-centricity, 119, 120,
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3; high-level, 3, 33, 87-117, 119-143;
implementation of, 3—4, 23-24; lateral
networking capability for, 3, 33-41;
levels of, 3, 25—42; low-level, 3, 33, 40,
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model of, 134-143; complexity and,
87-88, 116, 117; conflict and conflict
management in, 100101, 113,
114-117, 128, 132, 163, 164; IBM
model of, 89-117; management

processes for, 163—172; Nokia model
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111-112



INDEX 179

Globalization: as driver of customer-
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114-115

IBM Americas, 95

Implementation: challenges of, 23-24;
levels of, 3-4, 25-42; management
processes for, 163-172

India, 149; Degussa in, 45, 46

Industry groups, IBM’s, 97, 98, 99
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grator role

Intel, 112, 147

Internet: customer power and, 5-6; global
investment banking with, 69, 78;
global investment research on, 69, 73,
78; IBM orientation to, 90-92, 102;
IBM’s insurance solutions on, 93; wire-
less industry consolidation and, 124

Investment Banking On-Line (IBOL), 78
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nization; Matrix organization; Organi-
zation; Structure

Leadership, 4; at Chipco, 155, 156, 158,
160, 161; at Citibank, 142; at Degussa,
58-59; at IBM, 109-111; through
management processes, 163-172; of
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lysts, 47-54, 59; front-back, 87-117,
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111,115

Pharmaceutical companies, 138, 139

Philips, 27, 34

Planning: at Chipco, 155-156, 161; at
Citibank, 137, 140-141; by customer
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128-129; front-back organization of,
119, 128-134; globalization of, 119,
128, 132-134; as high-level customer-
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Human resource processes (people);
Processes; Rewards; Strategy; Structure

Star Network, 122

Status quo, 6

Stock options or grants, at IBM, 111-112,
113

Strategic change leadership, 163-164. See
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