
cross functional business processes

cross functional business processes are essential frameworks within modern
organizations that facilitate collaboration and coordination across various
departments. These processes break down traditional silos, enabling teams
from different functions such as marketing, sales, operations, finance, and
customer service to work together effectively. By integrating diverse
expertise and resources, cross functional business processes improve
efficiency, streamline workflows, and enhance overall organizational
performance. This article explores the definition, importance, implementation
strategies, challenges, and best practices related to cross functional
business processes. Additionally, it examines how these processes support
innovation and customer satisfaction in competitive business environments.
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Understanding Cross Functional Business
Processes

Cross functional business processes refer to workflows that span multiple
functional areas within an organization. Unlike traditional processes
confined to a single department, these processes involve coordinated efforts
across various teams to achieve common business objectives. The integration
of different functions ensures that information flows seamlessly and tasks
are completed efficiently, reducing redundancies and improving decision-
making.

Definition and Scope

At its core, a cross functional business process involves a sequence of
activities that require input, action, or approval from multiple departments.
These processes often include steps such as product development, order
fulfillment, customer onboarding, and financial reporting, where
collaboration is crucial. The scope extends beyond departmental boundaries,
focusing on end-to-end process optimization.

Examples of Cross Functional Processes

Common examples include:



New product development, involving R&D, marketing, and production teams

Order-to-cash cycle, integrating sales, finance, and logistics

Customer service escalation processes across support, technical, and
management groups

Supply chain management, connecting procurement, manufacturing, and
distribution

Key Benefits of Cross Functional Business
Processes

Implementing cross functional business processes offers multiple advantages
that enhance organizational agility and competitiveness. These benefits
contribute to improved operational outcomes and stronger alignment with
strategic goals.

Improved Communication and Collaboration

Cross functional processes foster open communication channels across
departments, breaking down barriers that can delay information sharing. This
collaboration accelerates problem-solving and innovation by leveraging
diverse perspectives.

Enhanced Efficiency and Productivity

By streamlining workflows and reducing duplicated efforts, these processes
optimize resource utilization. Coordinated actions minimize delays and
errors, leading to faster cycle times and increased productivity.

Greater Customer Satisfaction

Seamless coordination across functions ensures that customer needs are met
promptly and accurately, improving service quality. This holistic approach
helps in delivering consistent and high-value customer experiences.

Facilitated Innovation and Adaptability

Cross functional collaboration encourages knowledge sharing and creative
problem-solving, which are vital for innovation. Organizations can adapt more
quickly to market changes by leveraging integrated teams.

Implementing Cross Functional Business



Processes

Successful implementation of cross functional business processes requires
strategic planning, clear communication, and strong leadership. It involves
defining roles, establishing process ownership, and aligning goals across the
organization.

Process Mapping and Analysis

Identifying and documenting existing workflows helps pinpoint inefficiencies
and areas for improvement. Process mapping provides a visual representation
of interactions between departments, enabling better design of integrated
processes.

Defining Roles and Responsibilities

Clarity in roles prevents confusion and overlap. Assigning process owners and
delineating responsibilities across functions ensures accountability and
smooth execution.

Setting Measurable Objectives

Establishing key performance indicators (KPIs) aligned with organizational
goals guides continuous improvement. Metrics may include cycle time
reduction, error rates, customer satisfaction scores, and cost savings.

Challenges in Managing Cross Functional
Business Processes

Despite their benefits, cross functional business processes pose unique
challenges that organizations must address to realize their full potential.

Organizational Silos and Resistance

Departments accustomed to working independently may resist collaboration due
to cultural differences or fear of losing control. Overcoming silos requires
change management and fostering a collaborative mindset.

Communication Barriers

Diverse terminologies, priorities, and workflows can create
misunderstandings. Establishing standardized communication protocols and
promoting transparency are essential to bridge gaps.

Complexity in Coordination

Managing multiple stakeholders and aligning schedules can complicate process



execution. Effective project management and use of collaboration tools help
mitigate coordination challenges.

Data Integration Issues

Cross functional processes rely on accurate and timely data sharing.
Disparate systems and inconsistent data formats can hinder information flow,
necessitating robust integration solutions.

Best Practices for Effective Cross Functional
Collaboration

Adopting best practices enhances the success of cross functional business
processes by promoting alignment, engagement, and continuous improvement.

Establish Clear Communication Channels

Regular meetings, shared platforms, and transparent reporting foster ongoing
dialogue among teams, ensuring alignment and quick resolution of issues.

Encourage Collaborative Culture

Leadership should promote values of trust, respect, and teamwork.
Incentivizing collaboration and recognizing joint achievements reinforce
positive behaviors.

Leverage Process Automation

Automating repetitive tasks reduces errors and frees up resources for higher-
value activities. Workflow automation tools support seamless handoffs between
departments.

Continuous Monitoring and Feedback

Regularly reviewing process performance and soliciting feedback enables
timely adjustments. A culture of continuous improvement drives long-term
success.

Role of Technology in Cross Functional Business
Processes

Technology plays a pivotal role in enabling and optimizing cross functional
business processes by facilitating communication, data sharing, and workflow
management.



Enterprise Resource Planning (ERP) Systems

ERP solutions integrate data and processes across departments, providing a
unified platform for managing cross functional activities such as
procurement, finance, and inventory.

Collaboration and Communication Tools

Platforms like project management software, instant messaging, and video
conferencing enhance real-time collaboration and coordination among dispersed
teams.

Business Process Management (BPM) Software

BPM tools support the design, execution, and monitoring of cross functional
processes, enabling automation, visibility, and agility in process
management.

Data Analytics and Reporting

Advanced analytics provide insights into process performance and identify
bottlenecks, empowering informed decision-making and strategic improvements.

Frequently Asked Questions

What are cross functional business processes?

Cross functional business processes are workflows that span multiple
departments or functional areas within an organization, requiring
collaboration and coordination to achieve a common business goal.

Why are cross functional business processes
important?

They are important because they improve efficiency, enhance communication,
reduce silos, and enable organizations to deliver better products and
services by leveraging the strengths of multiple departments.

Can you give examples of cross functional business
processes?

Examples include order-to-cash, product development, customer onboarding, and
supply chain management, all of which involve multiple departments such as
sales, finance, production, and logistics.

How do cross functional business processes impact



organizational performance?

They positively impact performance by fostering collaboration, reducing
redundancies, speeding up workflows, improving customer satisfaction, and
enabling more agile responses to market changes.

What challenges are commonly faced in managing cross
functional business processes?

Challenges include communication barriers, conflicting priorities among
departments, lack of clear ownership, resistance to change, and difficulties
in process standardization.

How can technology support cross functional business
processes?

Technology such as Enterprise Resource Planning (ERP) systems, workflow
automation tools, and collaboration platforms can streamline process
integration, improve data sharing, and enhance real-time communication across
departments.

What role does leadership play in cross functional
business process management?

Leadership is crucial for setting a collaborative culture, aligning goals
across departments, providing resources, resolving conflicts, and driving
continuous improvement in cross functional processes.

How do you measure the effectiveness of cross
functional business processes?

Effectiveness can be measured using key performance indicators (KPIs) such as
process cycle time, error rates, customer satisfaction, cost savings, and the
level of cross departmental collaboration.

What strategies can improve collaboration in cross
functional business processes?

Strategies include establishing clear communication channels, defining roles
and responsibilities, using collaborative tools, providing joint training,
and fostering a culture of mutual respect and shared goals.

How does process mapping help in managing cross
functional business processes?

Process mapping visualizes the flow of tasks across different departments,
identifies bottlenecks, clarifies responsibilities, and facilitates process
optimization and better coordination among teams.



Additional Resources
1. Cross-Functional Teams: Working with Allies, Enemies, and Other Strangers
This book explores the dynamics of cross-functional teams and offers
practical strategies for collaboration among diverse departments. It
highlights the challenges of working with different personalities and
organizational cultures, and provides tools to foster trust and effective
communication. Readers learn how to leverage diverse expertise to achieve
common business goals.

2. Business Process Management: The Third Wave
This comprehensive guide delves into business process management (BPM) with a
focus on integrating cross-functional processes. It explains how
organizations can design, analyze, and improve processes that span multiple
departments to increase efficiency and customer satisfaction. The author
combines theory with real-world case studies to demonstrate successful BPM
implementations.

3. Managing Cross-Functional Teams
A practical manual for leaders tasked with managing teams from different
business functions, this book addresses common pitfalls and best practices.
It provides actionable advice on aligning objectives, resolving conflicts,
and maintaining accountability across departments. The text emphasizes the
importance of clear communication and shared goals in driving project
success.

4. Enterprise Business Process Management: The ERP Solution
Focusing on the integration of enterprise resource planning systems with
cross-functional processes, this book offers insights into streamlining
operations across business units. It covers how to map out and automate
processes that involve finance, operations, sales, and other core functions.
Readers gain an understanding of the technological and organizational
challenges involved.

5. Cross-Functional Collaboration: How to Build, Lead, and Sustain Successful
Partnerships
This book provides a roadmap for fostering collaboration among different
business units to enhance innovation and performance. It discusses leadership
techniques, communication frameworks, and cultural shifts necessary to break
down silos. Through case studies, readers see how successful cross-functional
collaboration drives competitive advantage.

6. Business Process Change: A Business Process Management Guide for Managers
and Process Professionals
This guide focuses on managing change within cross-functional business
processes, emphasizing continuous improvement. It covers methodologies like
Lean and Six Sigma to optimize workflows that span multiple departments. The
book is valuable for professionals seeking to lead process transformation
initiatives in complex organizational settings.

7. Process Management: Creating Value Along the Supply Chain
Highlighting the importance of end-to-end process management, this book
examines how cross-functional processes impact supply chain efficiency. It
explains techniques for coordinating activities among procurement,
production, logistics, and sales. Readers learn to develop integrated
processes that reduce costs and improve customer satisfaction.

8. Collaborative Business Processes: Managing the Cross-Functional Enterprise
This text addresses the strategic management of collaborative processes that



involve multiple functions and external partners. It explores frameworks for
designing and governing these processes to ensure alignment with
organizational objectives. The book offers insights into balancing
flexibility and control in dynamic business environments.

9. Leading Cross-Functional Project Teams
Focused on project management within cross-functional settings, this book
provides tools and techniques for leading diverse teams toward successful
project outcomes. Topics include stakeholder engagement, conflict resolution,
and performance measurement across departments. It is an essential resource
for project managers navigating the complexities of cross-functional
collaboration.
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focus on the intricacies of computer simulation or managerial aspects of business processes, this
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  cross functional business processes: Business Process Modeling, Simulation and Design:
Manuel Laguna, Johan Marklund, 2011 Business Process Modeling, Simulation and Design covers
the design of business processes from a broad quantitative modeling perspective. The text presents
a multitude of analytical tools that can be used to model, analyze, understand and ultimately, to
design business processes. The range of topics in this text include graphical flowcharting tools,
deterministic models for cycle time analysis and capacity decisions, analytical queuing methods, as
well as the use of Data Envelopment Analysis (DEA) for benchmarking purposes. And a major portion
of the book is devoted to simulation modeling using a state of the art discrete-event simulation
package.
  cross functional business processes: Business Process Modeling, Simulation and
Design, Second Edition Manuel Laguna, Johan Marklund, 2013-04-25 Most textbooks on business
process management focus on either the nuts and bolts of computer simulation or the managerial
aspects of business processes. Covering both technical and managerial aspects of business process
management, Business Process Modeling, Simulation and Design, Second Edition presents the tools
to design effective business processes and the management techniques to operate them efficiently.
New to the Second Edition Three completely revised chapters that incorporate ExtendSim 8 An
introduction to simulation A chapter on business process analytics Developed from the authors’
many years of teaching process design and simulation courses, the text provides students with a
thorough understanding of numerous analytical tools that can be used to model, analyze, design,
manage, and improve business processes. It covers a wide range of approaches, including discrete
event simulation, graphical flowcharting tools, deterministic models for cycle time analysis and
capacity decisions, analytical queuing methods, and data mining. Unlike other operations
management books, this one emphasizes user-friendly simulation software as well as business
processes, rather than only manufacturing processes or general operations management problems.
Taking an analytical modeling approach to process design, this book illustrates the power of
simulation modeling as a vehicle for analyzing and designing business processes. It teaches how to
apply process simulation and discusses the managerial implications of redesigning processes. The
ExtendSim software is available online and ancillaries are available for instructors.
  cross functional business processes: The Power of Business Process Improvement Susan
Page, 2010-02-17 Baffled by repeated mistakes in your department? Want to focus your employees'
limited time on more valuable work? The answer to these challenges and more is business process
improvement (BPI). Every process in every organization can be made more effective, cost-efficient,
and adaptable to changing business needs. The good news is you don't need to be a BPM expert to
get great results. Written by an experienced process analyst, this how-to guide presents a simple,
bottom-line approach to process improvement work. With its proven 10-step method you can:
Identify and prioritize the processes that need fixing * Eliminate duplication and bureaucracy *
Control costs * Establish internal controls to reduce human error * Test and rework the process
before introducing it * Implement the changes Now in its second edition, The Power of Business
Process Improvement is even more user-friendly with new software suggestions, quizzes, a
comparison of industry improvement methods, and examples to help you apply the ideas. Whether
you are new to BPI or a seasoned pro, you will have business running better in no time.
  cross functional business processes: Business Process Management: Concepts and
Applications Cybellium, 2024-10-26 Designed for professionals, students, and enthusiasts alike, our
comprehensive books empower you to stay ahead in a rapidly evolving digital world. * Expert
Insights: Our books provide deep, actionable insights that bridge the gap between theory and
practical application. * Up-to-Date Content: Stay current with the latest advancements, trends, and
best practices in IT, Al, Cybersecurity, Business, Economics and Science. Each guide is regularly
updated to reflect the newest developments and challenges. * Comprehensive Coverage: Whether
you're a beginner or an advanced learner, Cybellium books cover a wide range of topics, from
foundational principles to specialized knowledge, tailored to your level of expertise. Become part of
a global network of learners and professionals who trust Cybellium to guide their educational



journey. www.cybellium.com
  cross functional business processes: Managing and Using Information Systems Keri E.
Pearlson, Carol S. Saunders, Dennis F. Galletta, 2024-01-11 Provides the knowledge and insights
necessary to contribute to the Information Systems decision-making process Managing & Using
Information Systems: A Strategic Approach delivers a solid knowledgebase of basic concepts to help
MBA students and general business managers alike become informed, competent participants in
Information Systems (IS) decisions. Now in its eighth edition, this fully up-to-date textbook explains
the fundamental principles and practices required to use and manage information while illustrating
how information systems can create or obstruct opportunities — and even propel digital
transformations within a wide range of organizations. Drawing from their expertise in both academia
and industry, the authors discuss the business and design processes relevant to IS while presenting
a basic framework that connects business strategy, IS strategy, and organizational strategy. Step by
step, readers are guided through each essential aspect of Information Systems, from fundamental
information architecture and infrastructure to cyber security, Artificial Intelligence (AI), business
analytics, project management, platform and IS governance, IS sourcing, and more. Detailed
chapters contain mini-cases, full-length case studies, discussion topics, review questions,
supplemental readings, and topic-specific managerial concerns that provide insights into real-world
IS issues. Managing & Using Information Systems: A Strategic Approach, Eighth Edition, is an
excellent textbook for advanced undergraduate and MBA-level courses on IS concepts and
managerial approaches to leveraging emerging information technologies.
  cross functional business processes: Introduction to Information Systems R. Kelly Rainer,
Brad Prince, 2025-11-04 As digital transformation becomes increasingly central to effective
corporate strategy, today’s students must learn how information systems provide the foundation for
modern business enterprises. Known for its rich content and focus on active learning, Introduction
to Information Systems, 11th Edition shows students how they can use IS to help their current or
future employers increase profitability, improve customer service, manage daily operations, and
drive impact in their markets. This course demonstrates that IT is the backbone of any business,
whether a student is majoring in accounting, finance, marketing, human resources,
production/operations management, or MIS. In short, students will learn how information systems
provide the foundation for all modern organizations, whether they are public sector, private sector,
for-profit, or not-for-profit
  cross functional business processes: Strategy and Business Process Management Carl F.
Lehmann, 2016-04-19 This book prepares readers to master an IT and managerial discipline quickly
gaining momentum in organizations of all sizes - Business Process Management (BPM). It describes
how BPM treats processes as a portfolio of strategic assets that create and deliver customer and
shareholder value and adapt, when necessary, enabling competitive advantage thr
  cross functional business processes: BUSINESS PROCESS REENGINEERING
RADHAKRISHNAN, R., BALASUBRAMANIAN, S., 2008-06-16 This textbook explores the
fundamental principles of Business Process Reengineering (BPR). The express aim of the book is to
address the needs of MBA students opting for courses in ‘Information Technology Management or
‘Operations Management’, MCA students who opt for Business Processes as an elective, and
students of BE/B.Tech Mechanical Engineering and Production Engineering for courses in Process
Engineering/Automation/Management System Design. The book provides them with the concepts,
methodologies, models and tools needed to understand and implement BPR. In a nutshell, the book
offers a step-by-step presentation of the practical framework and management techniques needed to
achieve engineering solutions for implementation of BPR in an organization. The initial chapters
introduce the reader to the need for BPR and its utility in relation to IT and manufacturing. The
middle chapters cover the methodology, success factors, barriers, and the technologies that are
relevant for BPR implementation. The latter chapters present solutions like lean and virtual
manufacturing, enterprise resource planning, and functional information systems. An exclusive
chapter is devoted to concepts and tasks of software reengineering. Aided by extensive illustrations,



end-of-chapter review questions, as well as a chapter consisting entirely of case studies, this book
will help students develop a rich, multifaceted perspective, to enable them to handle complex
management and engineering problems. The book will be useful to students in practically all
branches of engineering, not just mechanical/production/industrial engineering.
  cross functional business processes: Introduction to Information Systems R. Kelly Rainer
(Jr.), Brad Prince, Cristóbal Sánchez-Rodríguez, Sepideh Ebrahimi, Ingrid Splettstoesser, 2023-10-23
As digital transformation becomes increasingly central to effective corporate strategy, today's
students must learn how information systems provide the foundation for modern business
enterprises. Known for its rich Canadian content and focus on active learning, Introduction to
Information Systems, Sixth Canadian Edition shows students how they can use IS to help their
current or future employers increase profitability, improve customer service, manage daily
operations, and drive impact in their markets. This course demonstrates that IT is the backbone of
any business, whether a student is majoring in accounting, finance, marketing, human resources,
production/operations management, or MIS. In short, students will learn how information systems
provide the foundation for all modern organizations, whether they are public sector, private sector,
for-profit, or not-for-profit.
  cross functional business processes: Handbook on Business Process Management 2 Jan
vom Brocke, Michael Rosemann, 2014-08-28 Business Process Management (BPM) has become one
of the most widely used approaches for the design of modern organizational and information
systems. The conscious treatment of business processes as significant corporate assets has
facilitated substantial improvements in organizational performance but is also used to ensure the
conformance of corporate activities. This Handbook presents in two volumes the contemporary body
of knowledge as articulated by the world's leading BPM thought leaders. This second volume focuses
on the managerial and organizational challenges of BPM such as strategic and cultural alignment,
governance and the education of BPM stakeholders. As such, this book provides concepts and
methodologies for the integration of BPM. Each chapter has been contributed by leading
international experts. Selected case studies complement their views and lead to a summary of BPM
expertise that is unique in its coverage of the most critical success factors of BPM. The second
edition of this handbook has been significantly revised and extended. Each chapter has been
updated to reflect the most current developments. This includes in particular new technologies such
as in-memory data and process management, social media and networks. A further focus of this
revised and extended edition is on the actual deployment of the proposed theoretical concepts. This
volume includes a number of entire new chapters from some of the world's leading experts in the
domain of BPM.
  cross functional business processes: Handbook on Business Process Management 1 Jan vom
Brocke, Michael Rosemann, 2014-08-29 Business Process Management (BPM) has become one of the
most widely used approaches for the design of modern organizational and information systems. The
conscious treatment of business processes as significant corporate assets has facilitated substantial
improvements in organizational performance but is also used to ensure the conformance of
corporate activities. This Handbook presents in two volumes the contemporary body of knowledge as
articulated by the world' s leading BPM thought leaders. This first volume focuses on arriving at a
sound definition of BPM approaches and examines BPM methods and process-aware information
systems. As such, it provides guidance for the integration of BPM into corporate methodologies and
information systems. Each chapter has been contributed by leading international experts. Selected
case studies complement their views and lead to a summary of BPM expertise that is unique in its
coverage of the most critical success factors of BPM. The second edition of this handbook has been
significantly revised and extended. Each chapter has been updated to reflect the most current
developments. This includes in particular new technologies such as in-memory data and process
management, social media and networks. A further focus of this revised and extended edition is on
the actual deployment of the proposed theoretical concepts. This volume includes a number of entire
new chapters from some of the world's leading experts in the domain of BPM.



  cross functional business processes: BUSINESS PROCESS T. A. VENKATACHALAM, C. M.
SELLAPPAN, 2010-10-11 This textbook provides complete coverage of the subject. Starting with a
detailed description of organisational structure, relationships and culture, the text proceeds to
discuss the topics such as nature of power in organisation, leadership, organisational change and
organisational environment. An elaborate account of business process reengineering with respect to
methodology, planning, and its relationship with IT industry is given. Finally, the text describes
e-business process and knowledge management in detail. The text is profusely illustrated with
numerous flow charts and diagrams. Review questions are included at the end of every chapter to
help students check their understanding of the subject. This textbook is primarily designed for the
students of MCA for a course in business process. It will be also useful to the students of MBA and
BCA.
  cross functional business processes: Wiser Model Approach: Business Process Change
in Universities (UUM Press) Hartini Ahmad, 2017-01-02 This book intends to provide the readers
with the fundamentals of business process change (BPC) and how BPC can be applied to the
processes and culture that are inherent in the universities. The concepts and principles highlighted
in the book will give further understanding on the organisational change area. The information
shared in this book represents concepts, practised, issues and challenges in various changes
projects. The book examines the connection of business process reengineering (BPR), Total Quality
Management (TQM) and learning organisation (LO). The readers will be exposed to the BPC
concepts, strategies and directions for implementation and successful monitoring in the university
environment. The book provides the evidence-based practice implementation case studies case
evidences on the recent successes in applying BPC in the universities. The book gives readers a
comprehensive guideline for BPC using the WISER model. The book explains the BPC methodology
with the five phases in detail. Interestingly, the book comes out with the evidence-based practice
implementation case-evidenced BPC in the universities, the real life experiences as practical
examples for illustrations. The readers could understand the WISER model, which can aid the
strategic and project planning of the universities. The book provides the readers with tools and
techniques, and the plan of actions that are utilised in the wake-up, identification, selection,
execution and re-evaluation phases in the WISER model.
  cross functional business processes: High Performance Through Business Process
Management Mathias Kirchmer, 2017-03-09 This management book presents value-driven business
process management as a successful discipline to turn strategy into people- and technology-based
execution, quickly and at minimal risk. It shows how to achieve high performance successfully in a
digital business environment. Static business models do not keep pace with the dynamic changes in
our digital world. Organizations need a management approach that fits this environment and
capitalizes on its opportunities while minimizing the related risks. They need to execute their
business strategy fast and reliably. In effect, they have to know how and when to modify or enhance
their business processes, which processes are the best candidates for intervention, and how to move
rapidly from strategy to execution. This means organizations need to establish business process
management as a real management discipline. The importance of process innovation, digital
technology and people aspects, process governance, internationalization, emerging processes and
the unique situation in mid-market organizations are some of the key topics discussed in this book. It
ends with a comprehensive case study and a discussion about what process engineers can learn from
jazz musicians.
  cross functional business processes: Business Process Transformation Varun Grover, M
Lynne Markus, 2015-05-11 Featuring contributions from prominent thinkers and researchers, this
volume in the Advances in Management Information Systems series provides a rich set of
conceptual, empirical, and introspective studies that epitomize fundamental knowledge in the area
of Business Process Transformation. Processes are interpreted broadly to include operational and
managerial processes within and between organizations, as well as those involved in knowledge
generation. Transformation includes radical and incremental change, its conduct, management, and



outcome. The editors and contributing authors pay close attention to the role of IS organizations and
information technologies in facilitating business process transformation. Each chapter places major
emphasis on clearly articulating the knowledge generated, both theoretical and applied. The book
incorporates case studies and tables throughout, and provides fundamental grounding for any
stakeholder of business process transformation.
  cross functional business processes: The Service-Dominant Logic of Marketing Robert F.
Lusch, Stephen L. Vargo, 2014-12-18 Expanding on the editors' award-winning article Evolving to a
New Dominant Logic for Marketing, this book presents a challenging new paradigm for the
marketing discipline. This new paradigm is service-oriented, customer-oriented,
relationship-focused, and knowledge-based, and places marketing, once viewed as a support
function, central to overall business strategy. Service-dominant logic defines service as the
application of competencies for the benefit of another entity and sees mutual service provision,
rather than the exchange of goods, as the proper subject of marketing. It moves the orientation of
marketing from a market to philosophy where customers are promoted to, targeted, and captured, to
a market with philosophy where the customer and supply chain partners are collaborators in the
entire marketing process. The editors elaborate on this model through an historical analysis,
clarification, and extension of service-dominant logic, and distinguished marketing thinkers then
provide further insight and commentary. The result is a more comprehensive and inclusive
marketing theory that will challenge both current thinking and marketing practice.
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