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NYTimes.com, 232–235

Oberhelman, Doug, 271
Obsolescence, 142, 145
OEMs (original equipment man-

ufacturers), 153, 326
Office Depot, 4, 100, 105
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micro-level technology blue-

prints and, 299–300, 305–306
multi-channel blueprint and,

96–97
supply chain blueprint and,

153–154

Packaged applications, 61–62, 106
Packaging, archive, 235
Packard Bell, 15
P&C (property and casualty

insurance), 42
P&G (Procter & Gamble), 211,

218
Panera Bread, 50
Parametric, 213, 229

Patrick, Thomas, 271
PBM (Pharmacy Benefits Man-

agement), 46–47
PDM (product data manage-

ment), 209–210
PEO (professional employer orga-

nization), 185–186, 188
PeopleSoft, 11, 169

AppConnect, xxiii, 76
call centers, 98
employee-centric blueprint

and, 197, 200
multi-channel blueprint and,

98, 106
service platforms and, 62, 75
spend management blueprint

and, 134, 139
Web portals and, 45

Pepsi, 220
Performance service platforms, 80
Pets.com, 94
Philippines, 8, 102
Piggly Wiggly grocery stores, 93
Pipeline, 178
Pliny the Elder, 54
PLM (product lifecycle manage-

ment). See also Innovation;
Product innovation 
blueprint

environmental, health, and
safety regulations and, 217

evolution of, 212–214
focal points and, 48
long-term trends shaping,

214–220
Plug-and-play model, 71, 72
PMS (project management ser-

vices), 253
Polaroid, 212
Porsche, 43
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multi-channel blueprint and,

108
portals and, 64
spend management blueprint

and, 131, 132
supply chain blueprint and, 176

RosettaNet, 127
Royal Ahold, 193–194
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micro-level technology blue-

prints and, 291–292
modularity and, 65–67, 71–72

moving to applications from, 78
objectives for, 81
portals and, 57–69, 80
product innovation blueprint
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micro-level technology blue-
prints and, 304

Wal-Mart and, 26
Shewart, Walter, 269
Shopping carts, 133, 136
Siebel, xxi, xxiii

employee-centric blueprint
and, 200

IBM and, 324
multi-channel blueprint and,

98, 106, 108–109
service platforms and, 62

Siemens, 17, 248
Simon, Herb, 65
Simple Mail Transfer Protocol

(SMTP), 73
Simplification, 323–324
Singapore, 51, 56
Single-vendor standardization
Site Sessions, 234–235
Six Sigma, 244–245, 247–249

characteristics of, 268–269
criticism of, 272
cultural change and, 271–272

as the dominant performance
improvement method, 269

initiative (GE), 7, 19–21, 34
meso-level blueprints and,

263–285
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TSRs (tele-services representa-

tives), 88–89
Tyco, 316

UAN (Universal Application
Network), xxiii, 71, 108, 109

Unigraphics, 213
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Unisys, 185
Unitary model, 305
United Kingdom, 22, 281
Universal Studios, 220
UPS (United Parcel Service), xxi,

247
call centers, 96
focal points and, 43, 52
multi-channel blueprint and,

96, 112
third-party logistics and, 43

Urich Oil station, 93

Value(s). See also Value chain
blueprint methodology and,

246
focal points and, 13
service platforms and, 72–73,

78–80
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WebLogic (BEA), xxiii, 76
webMethods, 74, 109, 170, 172
Web portals. See Portals
Web Services, 191, 333

architecture, 71–76, 99
described, xxii, 11–12, 71
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