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Reverse Engineering Google’s

Innovation Machine

Bala lyer and Thomas H. Davenport

Much of tha company’s astounding success is rooted in its
legandary IT infrastructure, but that's not the whole story. At
Google, technology and strategy are inseparable and mutually
permeable.

The Four Things a Service Business

Must Get Right

Frances X. Frei

Why does service stink? Because most providers fail to
integrate these critical building blocks when they design
their offerings.

Can You Say What Your Strategy Is?

David J. Collis and Michael G. Rukstad

Crafting a clear, succinct stretegy statement for evaryone in
the company to internatize and use as a guiding light can do

wonders for your firm's performance. Here's how to put one
together that really works.

The Right Way to Manage Unprofitable
Customers

Vikas Mittal, Matthew Sarkees, and Feisal Murshed

Befora simply giving problem customers the boot, use a five-
step framework to improve the bad relationships. If no good
fixes exist, choose an appropriaie way o sever ties.

Leading from the Boardroom

Jay W. Lorsch and Robert C. Clark .

In the drive to meet higher standards of compliance, boards
have lost sight of a critical mission: helping companies shape
their future, It's time for directors to take control of their
sgendas and put long-term planning at the top.

continuad on page §
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Magic by Design

For a company so famous, Googla is vary
little known. We hear more about its caf-
eteria than about its management systems,
as the popular press has focused mainly on
tha magic of the company’s success and its
rivalry with Microsoft. But in these pages
we've kept an eye on the magician, not the
magic, to show you how the trick is done.

FORETHOUGHT

How 1o cope with the imminent explogion
in international tourism...Managers over-
estimate thair willingnass to fisten.. . Give
promotions to leaders whe stfect change. ..
The mom-and-pop channel can be a distri-
bution classroom...Pump up your A players
when'they deflate...Losing good people
has a silver lining...Support wikis in the
workplace...Online ads drive off-line sales.

HBR CASE STUDY

Opsn Source: Salvation or Suicide?
Scott Wilson and Ajit Kambil

KMS makes a wildly popular electronic-
music gams that transformed the modest
music-software company into a thriving
mass merkater, Now the game's fans and
imitators are demanding that the company
release its code to the open-source com-
munity. Is resistance futile? With commen-
tery by Jonathan Schwartz, Eric Levin, Gary
Pisanc, and Michaet J. Bevilacgqua.

DIFFERENT VOICE

Creativity Step by Step

A Conversation with Choreographer
Twyla Tharp

Creative genius is naot a gift. It's the product
of discipline, hardheaded practicality,
willingness 1o fail — and perhaps a dash of
ruthlessness,
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2007 MCKINSEY AWARDS AND
2008 MCKINSEY JUDGES

STRATEGIC HUMOR

MANAGING YOURSELF

Be a Better Leader.

Have a Richer Life

Stewart 0. Friedman

Executives can apply the leadership skills
they use at work to other aspacts of their
lives — their families, their communities, and
themselves — in ways that benefit all four
domains. Through this systematic process,
seemingly minor changes can lead to larger
transformation. ol ae 03

FIRST PERSON

Managing Hypergrowth

Alexander V. izosimov

During a dramatic industry growth spurt,
companies don't have much time to-maxi-
mize their share of a new market. A CEQ
who did 50 gives some trenchant advice.

LETTERS TO THE EDITOR
EXECUTIVE SUMMARIES

PANEL DISCUSSION

Churn

Don Moyer

The best way to keep your customers satis-
fied end loyal may be to establish a process
for making emends when things go wrong.
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“Delbart, find out what else we imported from China.”

12 Harvard Business Review | April 2008 | hbr.org



