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Execeslence (n.) 1. The clearly false and destructive theory that a company ought
to be great at everything it does. 2. A mistaken goal in which the predictable
outcome is that the company ends up world-class at nothing—not well-
differentiated and therefore not thought of by consumers at the moment of need.

Based on exhaustive research, The Myth of Excellence provides conclusive
evidence of the futility of trying to be excellent in all aspects of a commercial
transaction—price, product, access, experience, and service. Instead, the strategy
for your products and services should be to dominate on one element,
differentiate on a second, and be at industry par (i.e., average) on the rest. Yes, it
is okay to be average aslong as your customers know specifically where and how
you are superior and world-class.
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Editorial Review

From Library Journal

Crawford and Mathews, marketing consultants with Cap Gemini Ernst & Young (CGEY) and FirstMatter,
respectively, break down marketing into five attributes. access, experience, price, product, and service. They
argue that successful businesses are those that excel in one of these areas, are good in another, and are at
least average in the rest. Wal-Mart, they say, is dominant on price and maintains a good selection of
products, while Target excels at product selection and makes price its secondary attribute. The authors
conclude that it is both uneconomical and probably impossible to be excellent in al areas. After describing
the importance of the five key attributes, the authors explain how a company might evaluate itself to see how
well it is doing. The authors' clear writing style and copious use of examples and case studies make their
ideas understandabl e to a wide readership. The book is essentia for all academic marketing collections, and
it would also be useful in al but the smallest public libraries. Lawrence R. Maxted, Gannon Univ., Erie, PA
Copyright 2001 Reed Business Information, Inc.

From Booklist

Crawford is the managing director of the consumer products, retail, and distribution practice at the Cap
Gemini Ernst & Y oung consultancy. Mathewsis afuturist specializing in demographics and lifestyle
analysis at FirstMatter, another consulting firm. To research purchasing behavior, they surveyed 5,000
consumers, but the responses they got surprised them and prompted their title's contrary proposition.
Crawford and Mathews found that values (respect, honesty, trust, dignity) were more important to consumers
than value. This discovery led the pair to develop a new model of "consumer relevancy." They explainin
detail the importance of price, service, quality, access, and experience for the consumer. They then suggest
that for companies to be successful they need to dominate on only one of these five factors. On a second of
the five they should stand out or differentiate themselves from their competitors; and on the remaining three
they need only to be at par with othersin their industry. With dozens of examples, Crawford and Mathews
demonstrate the validity of their premise. David Rouse

Copyright © American Library Association. All rights reserved

Review

“Fred Crawford and Ryan Mathews are exceptional strategic thinkers who have given anyone concerned
about customers a practical, innovative, and unique approach to competitive differentiation.”—Frederick W.
Smith, Chairman, President, and CEO, Federal Express

“At Procter & Gamble, we believe the consumer is boss. The Consumer Relevancy model described in The
Myth of Excellenceisthe best tool I’ ve seen for incorporating consumer wants and needs into your
business.”—A. G. Lafley, President and CEO, The Procter & Gamble Company

"Tired of business drivel? If you are ready to step beyond platitudinous mission statements and strategies
cooked up in distant boardrooms that have no connection to the trenches where business battles are actually
being fought, thisisthe book for you. It is grounded, readable, and honest -- just like your business should
be."

-- Paco Underhill, author of Why We Buy: The Science of Shopping

"The Myth of Excellence stands apart from the deluge of business books on the market with its candor and
readability. For the brand-marketing executive, the book provides some especialy revealing insightsinto


http://localhost/gp/feature.html/?docId=1000027801

underlying consumer values. Even more refreshing is the authors' approach to imparting business lessons
through real research and first-hand case studies.”
-- C. Manly Molpus, president and chief executive officer, The Grocery Manufacturers of America

"Everyonein business thinks they really know their customers and what they want. But, in The Myth of
Excellence, Fred Crawford and Ryan Mathews have given me new and useful insights into the startling
changes taking place before our very eyes. When they tell us, for example, that 'human values are the
contemporary currency of commerce,' they are not just offering another new business platitude but rather a
new lens through which to view the consumer -- alens very few people understand. The Myth of Excellence
is both abig ideaand a blueprint for action. A true must-read.”

-- Michael Burandt, president, North American Consumer Products, Georgia-Pacific Corporation

"Today's customers are leading a revol ution against business as usual: They are demanding that companies
recognize them as individuals and conduct business on their terms. In The Myth of Excellence, Crawford
and Mathews provide proven strategies for meeting the demands of today's empowered customers, who are
crying out to be treated with respect, dignity, and courtesy."

-- Thomas M. Siebel, chairman and chief executive officer, Siebel Systems, Inc.

Users Review
From reader reviews:
David Ramos;

Book is definitely written, printed, or descriptive for everything. Y ou can recognize everything you want by
apublication. Book has a different type. Aswe know that book isimportant point to bring us around the
world. Next to that you can your reading skill was fluently. A reserve The Myth of Excellence: Why Great
Companies Never Try to Be the Best at Everything will make you to end up being smarter. Y ou can feel
more confidence if you can know about anything. But some of you think that open or reading a book make
you bored. It is not make you fun. Why they might be thought like that? Have you seeking best book or ideal
book with you?

Henry Howsell:

The book The Myth of Excellence: Why Great Companies Never Try to Be the Best at Everything can give
more knowledge and information about everything you want. So just why must we leave the great thing like
abook The Myth of Excellence: Why Great Companies Never Try to Be the Best at Everything? Wide
variety you have a different opinion about reserve. But one aim that will book can give many information for
us. It is absolutely suitable. Right now, try to closer using your book. Knowledge or data that you take for
that, you can give for each other; you could share al of these. Book The Myth of Excellence: Why Great
Companies Never Try to Be the Best at Everything has simple shape nevertheless, you know: it has great and
large function for you. Y ou can search the enormous world by open up and read abook. So it isvery
wonderful.

Kevin Roark:

Hey guys, do you would like to finds a new book to see? May be the book with the headline The Myth of



Excellence: Why Great Companies Never Try to Be the Best at Everything suitable to you? Typically the
book was written by popular writer in this era. Often the book untitled The Myth of Excellence: Why Great
Companies Never Try to Be the Best at Everythingis the main one of several books that everyone read now.
This particular book was inspired alot of people in the world. When you read this reserve you will enter the
new dimension that you ever know ahead of. The author explained their strategy in the ssmple way, thus all
of people can easily to be aware of the core of this book. This book will give you alarge amount of
information about this world now. In order to see the represented of the world with this book.

Nancy Harris:

Does one one of the book lovers? If so, do you ever feeling doubt when you are in the book store? Aim to
pick one book that you find out the inside because don't ascertain book by its cover may doesn't work the
following is difficult job because you are afraid that the inside maybe not as fantastic as in the outside seem
likes. Maybe you answer can be The Myth of Excellence: Why Great Companies Never Try to Be the Best at
Everything why because the wonderful cover that make you consider with regards to the content will not
disappoint you. The inside or content will be fantastic as the outside or cover. Y our reading sixth sense will
directly guide you to pick up this book.
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