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I. Various references in this chapter to the number of SKUs for total super-
market and selected items/brands come from retail store checks conducted in
1999, U.S. Marketing Services Trend Report data, the Food Marketing Institute,
and individual manufacturers’ data. References to number of new product intro-
ductions are based on New Product News tracking data.

2. Alvin Toffler, Future Shock (New York: Random House, 1970).

3. Hilton Time Survey, as reported by University of Maryland sociologist Dr.
John P. Robinson in “Your Money or Your Time,” American Demographics,
November 1991.

4. Jennifer Steinhauer, “Forget Conspicuous Consumption, Today’s Cus-
tomers Shop Across Class Lines,” The New York Times, March 15, 1998.

5. Consumer research conducted for 3Dfx Interactive by Goodby Silverstein

& Partners, 1998.
6. David Kuntz, Stopping: How to Be Still When You Have to Keep Going
(Berkeley, CA: Conari Press, 1998).
7- Nicholas Negroponte, Being Digital (New York: Knopf, 1995).
8. National Sleep Foundation, Washington, DC, 1998 survey.
9- Biobehavioral Institute of Boston, Web site www.bbinst.org, 1998.
10. Arno Penzias, “Revenge of the Have-Littles,” Forbes ASAP, December 1,
1997, P- 53
11. Lyle H. Miller and Alma Dell Smith, The Stress Solution {New York: Pocket
Books, 1994).
12. Raju Narisetti, “How IBM Turned Around Its Ailing PC Division,” The
Wall Street Journal, March 12,1998, p. Br.
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13. PaineWebber, Inc., analysis by Andrew Shore.
14. George Gilder, “Life Span vs. Life Spam,” Forbes ASAP, April 6,1998, p. 76.
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1. Based on Dun & Bradstreet Corporation data as reported by the U.S. Small
Business Administration, December 1998.

5. Pamela W. Henderson and Joseph A. Cote, “Guidelines for Selecting or
Modifying Logos,” Journal of Marketing, April 1998, pp. 14-30. It should be noted
that the research also suggests there are exceptions to “simpler is better”; an
example is with certain logos depicting real objects, such as Prudential's rock, in
which oversimplification can make the logo too abstract and risk losing some
communication effectiveness.

3. Christopher Power et al., “Flops,” Business Week, August 16, 1993, . 76.

4. Herbert A. Simon, Administrative Behavior: A Study of Decision-Making
Processes in Administrative Organizations (1945; reprint, New York: The Free
Press, 1997).

5. Interview with Dr. William Deaton, ConStat, Inc., February 1, 1999, con-
ducted by Steven Cristol.

6. Toyota Product News, Toyota Motor Sales U.S.A., Inc., June 10, 1999.

7. Attributed to Edward Fredkin by Marvin Minsky in The Society of Mind
(New York: Touchstone, 1988), p. 52.

8. One such body of research is the work of Dr. Thomas Holmes and Dr.
Richard Rahe, which produced the Holmes-Rahe Social Readjustment Scale.
This scale attempts to rank the stress contribution of more than 40 life events,
ranging from death of a spouse (number 1) to Christmas (number 40).

9. Yankelovich Partners, The Daily Grind, a client newsletter reporting on the
findings of Monitor consumer research, 1998.

10. William Finnegan, Cold New World: Growing Up in a Harder Country (New
York: Random House, 1998).

11. Yankelovich, The Daily Grind.

12. R. S. Lazarus and S. Folkman, Stress, Appraisal and Coping (New York:
Springer, 1984).

13. Stephen A. Auerbach and Sandra E. Gramling, Stress Management: Psycho-
logical Foundations (Upper Saddle River, NJ: Prentice Hall, 1998).

14. Lee Gomes, “QWERTY Spells a Saga of Market Economics,” The Wall
Street Journal, February 25,1998, p. BI.
15. Ibid.

1. Internal Procter & Gamble data.
2. Stephen Dowdell, “Value-Added Fresh Growth Will Continue, Study
Finds,” Supermarket News, February 16,1998, p. 23.
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3. Michael E. Porter, Competitive Advantage: Creating and Sustaining Superior
Performance (New York: The Free Press, 1985), pp. 36, 130.

4.Ibid., p. 132.

5. Ibid., pp. 130-140.

6. Ibid., p. 4.
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1. Emily Nelson, “Why Wal-Mart Sings, ‘Yes, We Have Bananas!”,” The Wall
Street Journal, October 6, 1998, p. B1.
2. Christopher Powers et al., “Flops,” Business Week, August 16,1993, p. 76.
3. This overview of iMac’s launch is based on information provided by Apple
Computer, Inc., plus reporting by Interactive Week and MacWEEK Online.
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1. G. Christian Hill, “War! The Battle for the Telecommunications Dollar Is
Turning into a Free-for-All,” The Wall Street Journal, September 16, 1990, p. R1.

2. Reference to the fifth wave based on comments by Alan Greenspan, chair-
man of the Federal Reserve Bank, and data from the Hudson Institute (Indi-
anapolis, IN), reported by Peter Brimelow in Forbes, August 10, 1998, pp.
102-103.

3. Ao Penzias, Ideas and Information: Managing in a High-Tech World (New
York: Simon & Schuster, 1989), p. 138.

4. Bose story based in part on internal information furnished by Bose Corpo-
ration, November 1998.

5. Based in part on an interview with William Fenimore, Jr., CEO of Integrion
Financial Network LLC, conducted by Steven Cristol on December 17,1998, and
subsequent conversations with Integrion managers and with Washington Mutu-
al Bank.
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1. Two sport roadster models are identified as the Z3 and M3 with the latter
being a higher performance model.

2. Steven Kerr, “On the Folly of Rewarding A, While Hoping for B,” Academy
of Management Journal, 1975, pp. 769-83.

3. The New York Times, December 3, 1998, p. C-6.

4. The Wall Street Journal, December 3, 1998, p. B1o.

5. The Wall Street Journal, March 25, 1998.

6. For Porsche drivers this presents one major problem: From the front view,
the two models are in fact indistinguishable. True to Porsche heritage, the easiest
way to tell the Boxster from the g1 is from the rear view.

7. The Porsche Spyder 550 has attained almost cult status since film actor
James Dean was killed on September 30, 1955, while driving this model from Los
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Angeles to Monterey, California, where he was to drive in a race at Laguna Seca
Raceway.
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1. Seth Godin, Permission Marketing: Turning Strangers into Friends, and
Friends into Customers (New York: Simon & Schuster, 1999).
2. Shoplink Web site, October 1999.
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1. ENIAC is an acronym for Electronic Numerical Integrator And Calculator.
2. Historians now agree that the Internet was in fact born on October 26,
1969, at 10:30 p.M. when a UCLA graduate student successfully logged onto a
computer at the Stanford Research Institute in Menlo Park, California, and suc-
cessfully communicated via packet technology. His notation read: “Talked to SRI
host to host.” Thus the Internet came into being.
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many other important brand equity-related concepts relevant to Simplicity Mar-
keting. See Kevin Lane Keller, Strategic Brand Management: Building, Measuring
and Managing Brand Equity (Upper Saddle River, NJ: Prentice Hall, 1998), p. 46 ff.

7. In the spirit of full disclosure, Hewlett-Packard is one of the author’s con-
sulting clients, and the author has been very involved in the development of HP’s
stress-sensitive strategy in the enterprise storage category.

8. Gunter Rommel, Felix Bruck et al., Simplicity Wins: How Germany’s Mid-
Sized Companies Succeed (Boston: Harvard Business School Press, 1995).

9. Philip Kotler, Marketing Management: Analysis, Planning, Implementation
and Control, 7" ed. (Englewood Cliffs, NJ: Prentice Hall, 1991), p. 314.

10. A brand’s “unaided” awareness refers to a measure of the incidence of cus-
tomers identifying a particular brand in the category without being prompted.
For example, in athletic shoes, each brand’s unaided awareness measure would
be the percentage of customers who recall the brand without a prompt when
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asked the question, “When you think about athletic shoes, which brands come to
mind?” A brand’s “top-of-mind” awareness measure refers to the percentage of
customers who name that brand first (e.g., “When you think about athletic shoes,
what's the first brand that comes to mind?”). Both of these measures are general-
ly stronger predictors of brand preference than is “aided” awareness, which is
measured by prompting the customer (e.g., “Have you ever heard of Adidas?”),
because both unaided and top-of-mind awareness represent greater degrees of
brand familiarity.

11. Based in part on information furnished by Amazon.com and on an excel-
lent chronicle by John M. Jordan of The Ernst & Young Center for Business Inno-
vation, Cambridge, Massachusetts, entitled, “Web Commerce at Amazon.com,”
Perspectives on Business Innovation: Issue 3, Electronic Commerce, pp. 20-27.

12. When marketing mistakes cause customer stress, excellence in service
recovery is critical for Simplicity Marketers to get back on track. For further read-
ing about service recovery importance, rewards, and strategies, and how to not
only retain temporarily dissatisfied customers but also make them even more

'loyal than before, see “The Profitable Art of Service Recovery,” by Hart, Heskett,

and Sasser in Harvard Business Review, July-August 1990, pp. 58-66.
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Jones Industrial Average lose more than 20% of its value in less than two
months. P&G’s slide that day was triggered when its CEO delivered to the
already jittery financial community an earnings announcement in which a range
of largely temporary problems were revealed—including significant increases in
raw material costs, deferred income due to pharmaceutical-related regulatory
delays, and intensified competition and margin pressure in Latin America. This
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stands as exemplary, as does its impact on shareholder value. Indeed, without
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that day after the sustained excellent performance that ECR and Simplicity Mar-
keting had helped drive.

10. Zachary Schiller, Greg Burns, and Karen Lowry Miller, “Make It Simple,”
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