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9. Defined relationship

10. Aligned relationship

11. Formalization

12. Integrated relationship

13. Andris A. Zoltners

14. Configuration

15. Homburg, Jensen and
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17. Structural linkages

18. Power

19. Knowledge

20. Orientations

21. Joint planning

22. Consumer firms

23. Industrial firms

24. Time horizon orientation

25. Goal orientation

26. Zeithaml

27. Monroe

28. Woodruff

29. Vargo & Lusch

30. Holbrook

31. Michael Porter

32. Primary activities

33. Support activities

34. Benchmarking

35. Category

36. Process group

37. Process
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39. Cross-industry

40. Operating processes

41. Management and support
processes

42. Maltz

43. Kohli

44. Effectiveness

45. Efficiency

46. Dialectical inquiry

47. Devil’s advocacy

48. Segment

49. Market sensing

50. Generative learning

51. Job rotation

52. Channel

53. Owner

54. Centralized

55. Responsibility center

56. Core competency

57. Operational Excellency

58. Product leadership
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' Process Classification Framework
" American Productivity and Quality Center (APQC)
" American Marketing Association (AMA)
¥ Product, Promotion, Place and Price
® Customer oriented
* Philip Kotler
¥ Strategic Business Unit Level (SBU)
Undefined relationship *
Defined relationship *
Aligned relationship
Formalization "
" Integrated relationship
" Andris A. Zoltners
Configuration '’
Homburg, Jensen and Krohmer '
Information sharing

Structural linkages '

Power "

Knowledge *
" Orientations

™ Joint planning
Consumer firms '
" Industrial firms

. . . . vY
Time horizon orientation

Goal orientation ™
* Zeithaml
" Monroe

* Woodruff
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™ Vargo & Lusch

™ Holbrook

™ Michael Porter

" Primary activities

™ Support activities

" Benchmarking

™ Category

" Process group

" Process

™ Activity

™ Cross-industry

v Operating processes
" Management and support processes
" Maltz

™ Kohli

" Effectiveness

" Efficiency

" Dialectical inquiry

" Devil’s advocacy

™ Segment

™ Market sensing

% Generative learning
*" Job rotation

*" Channel

" Owner

*" Centralized

* Responsibility center
* Core competency

* Operational Excellency
* Product leadership
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