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About the
SpotUght Artist
Rune Guneriussen was born
in Norway in 1977 and edu-
cated at the Surrey Institute
of Art & Design in England.
His works are site specific
and created primarily in
natural settings, where he
assembles and then photo-
graphs installations. As an
artist, he believes strongly
that art should be question-
ing and bewildering. Gune-
riussen has been working
with objects such as tables,
lamps, and chairs since
2005 and has photographed
them on location allover
Norway. His photos have
been exhibited at the House
of Photography in Oslo; the
National Annual Autumn
Exhibition in Bremen, Ger-
many; and the National Art
Gallery of Bulgaria, among
other places.

64 The Execution Trap Leaders often attribute a poor outcome to failed
execution: Workers didn't properly carry out marching orders. But managers
can't win if they don't help their employees make good choices. Roger L. Martin

74 How Hierarchy Can Hurt Strategy Execution HBR readers share their insights.

76 Stop the Innovation Wars Fighting between innovation teams and core
operations can derail growth initiatives. A partnership between the two groups,
however, can unleash a firm's full potential. Vijay Govindarajan and Chris Trimble

84 Power Play To get anything done in a large organization, you need power.
Learn how to go after it-and how to use it. Jeffrey Pfeffer

94 Empowered Angry customers are launching attacks with social media.
Companies can use the same technologies to defuse the anger quickly-by
empowering employees to innovate. Josh Bernoff and Ted Schadler

102 Finding the Right Path Should you develop your own resources, partner with
providers, or use M&A? Here's how to decide. Laurence Capron and Will Mitchell
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No, Management
Is Not a Profession
Doctors and lawyers must master a
set body of knowledge in order to be
certified for practice. The challenge
for managers is something altogether
different. Richard Barker

THE HBR INTERVIEW

Starbucks CEO
Howard Schultz
On assaults from the blogosphere,
surviving the financial crisis, and retaining
his company's authenticity. Interviewed
by Adi Ignatius

Stop Trying to Delight
Your Customers
What most people really want-but rarely
get-is just a quick, easy solution to their
service issues. Here are five tactics every
company should adopt. Matthew Dixon,
Karen Freeman, and Nicholas Toman

Are You Ignoring
Trends That Could
Shake Up Your Business?
Major trends, such as the rise of digital
technologies and public concern about
climate change, alter consumers' attitudes
and behaviors in ways that aren't obvious.
Three strategies will help companies leverage
trends to create new value propositions.
Elie Ofek and Luc Wathieu

Innovation's Holy Grail
Innovators should focus on affordability
and sustainability, not premium pricing and
abundance. Some Indian organizations are
leading the way with radical new processes.
C.K. Prahalad and R.A. Mashelkar

145 THE GLOBE
Singapore
Airlines'
Balancing Act
The air carrier known
for premium service
is also a cost leader in
an unforgiving industry.
Loizos Herac/eous and
Jochen Wirtz

46 KEYNOTE
How will
You Measure
Your Life?
Critical insights about
finding happiness and
meaning Clayton M.
Christensen
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THEHBR
INTERVIEW
Go to this article
at hbr.org
to hear HBR
editor in chief
Adi Ignatius's
interview with
Howard Schultz.


