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Customer’'s Views of Value Leaders

Operational
Excellence

A

“A great deal”
<+ “Best price’

PN

Performance Customer
Leadership Responsiveness
“Always at cutting edge” “Really u.nders+and
“High price but worth it my business”

“Exactly what | need”
48 : The Wharton School

University of Pennsylvania
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Operational Excellence

0 Benefits
> Lowest price
> Basic service convenience and reliability

0 Weaknesses
> Limited variety
> Less flexibility
> Not state-of-the-art

0 Examples

Dell Computer, GE Appliances, Walmart, Southwest
Airlines, AT&T Univ Card

48 : The Wharton School

University of Pennsylvania
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Performance Superiority

0 Benefits
~ Best products on the market
> Most innovative

> Always one of the leaders in new technology,
features

1 Weakness
> High price
> Insufficient service response
> Not as responsive to individual needs

0 Examples
Johnson&dJohnson, Sony, Microsoft, Intel, EMC

48 : The Wharton School

University of Pennsylvania
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Customer Intimacy

1 Benefits

> Experts at identifying and satisfying
customer needs

> Tailored/cusomized products/service

1 Weaknhesses
> Not the innovator, but a quick follower
> A little more expensive

17 Examples
Cable and Wireless, Nordstrom, Airborne

Express, Four Seasons, Rits Carlton

48 : The Wharton School

University of Pennsylvania
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Example: Kodak Copiers

Target Segment: Desk Top Publishers
Target Competitor: Xerox

Benefits Relative Competitive Position Net
Importance Behind Equal Ahead Position

1. Product Customization .18 18 +.18
2. Time in Production 18 06 12 -.06
3. Finished Quality 12 12 0
4. Reliability 12 02 08 02 0
5. Technical Support 15 10 05 +.05
6. Responsiveness 15 03 10 02 -.01
to Problems
7. Reputation (brand) 10 08 02 +.02

H# : The Wharton School Net Position +.18

University of Pennsylvania
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ESRABRBEHI: Cisco

0 John Chambers, strategic plan ‘93~

» Cisco will bethelead architect and provider for
| nter net-based infrastructure.

1. Assemble a broad product line so Cisco can serve
as one-stop shopping for business networks.

2. Systematize acquisitions as an efficient business
process.

#. 1(93), 3(94), 4(95), 6(96), 6(97), 8(98)
3. Set industry wide softwar e standards for
networ king.
4. Pick theright strategic partners.

= Microsoft(security), MCI, HP, etc.
2% : Harvard Business School, 9-398-127, 1998.
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Cisco | P-based I T Architecture

0 Internal applications are all web enabled.

0 Customer Sealf-service: Electronic Connection
with Customers

0 Net Commerce-Shipping product over the
| nter net

0 Cisco’'s Supply Chain Management I nitiative
» Single Enterprise
» New Product Introduction
» Autotest
» Direct Fulfillment
» Dynamic Replenishment

=> Global Networked Business M odel
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