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THE BIG IDEA

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

THEHBRINTERVIEW
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
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Jochen Wirtz
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The air carrier known Critical insights about
for premium service finding happiness and
is also a cost leader in meaning Clayton M.
an unforgiving industry. Christensen

THE HBR
INTERVIEW
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to hear HBR
editor in chief
Adi Ignatius’s
interview with
Howard Schultz.




