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� � � � � � � � � � Dunkin Donuts  ! " # $ % & ' ( ) * + , - . / A B C D
E F G � � �  Dunkin Donuts H I � J K L ( � M N O P Q B R S F T G ! " # U V W
X � Y Z ! " # 0 1 2 3 4 5 a F

b 2000 � c d � � � � e f g h i j B k l m n O F O o P p 2000 � B 3,000 q o R
S r 2007 � B s 15,000 o F t u B v w Z G + x - . y z 6 7 8 � 9 : c w ; N O � J
K < = 7 8 F T > J K ? @ [ Z Dunkin DonutsF � 2007 � � Dunkin Donuts \ ] � P ^ e
_ � ` { | } ~ n � � � O F � 2007 � @ � � � � � B Dunkin Donuts � � O $ � � � �
� (Weier, 2007)F � B ; Q � Z � 4 5 a B � � N O o P � � � 15,000F  � � � U � �
Dunkin Donuts U V b � N O F � � ` � � � � � � � & � � N O B � � � � � j � � � �
� � � �   e _ p Q � � ¡ E � � ¢ £ ¤ F

Z ¥ ¦ R § � � Q � � Dunkin Donuts c ¨ ; B © ª « ¬ ­ ® ¯ � ° ± ² > ³ ´ 0 µ
¶ � ² > 0 · ¸ R ³ � ¹ º � � � & B » ¼ ½ ¾ e _ ³ ´ ¿ À (Weier, 2007)F Á Â Dunkin

Donuts ¨ Ã ¹ º » ¼ Ä Å ¼ S Æ ³ ´ 0 µ ¶ � � Ç È É Ê Ë Y ® Ì
t M Dunkin Donuts Í Î Ï Ð R u B Ñ ^ � Ò [ � Y ® Z Ó Ô » ¼ ½ ¾ Æ Õ Ö ² > ³

´ µ ¶ F � B × � Y ® Ø Ù V Ú Û w Ü ; � � N O B 4 ­ Í Î e _ z 6 7 8 B v w F �
� � � Ý V Á Þ F

ß à á G c w [ � e ~ N O R S B � G N O â ã ä å æ ç è é � � � � ê ë ì í î
k n O (Wailgum, 2008)F � � � B G Þ � X B Ò [ � Y ® Z � ] â ã B æ ç F � 2007 � �
� � 3 � \ Þ W X B � � Í Î � � F à ¯ ; B � � - . � e ; B w 	 
 � � y B 
 Ó -
. � � � É � � � � � � � � R Ü ; � � F � � 2008 � � � � ¥ � � 9 : ( � � § R S
Í Î F t u ~ � ; B N O � V � � � � y �  â ã F Y Þ � � � � Ó ! § R S � � � ç "

# � ; N O c w Q � � $ % w Ü 40,000 o N O B S ¼ Q � e _ c d & ' � � � ( £ U ) B
O á F

* + , - . /

0 � � � Æ Dunkin Donuts T 1 B � 2 3 � 4 4 5 6 R S Í Î ½ � 9 : 7 8 9 ] : y
� $ � & F � ; < = > ½ � Ç ? _ A q ; B � Ç � C Æ ¾ C D � E F G 8 � U � R u H ì
I y � � F J K V � Þ L M N J K � O : P Q B è é æ � 2 3 R S M T

� U V W X (confirmation bias)F ) * Y ä � y v w ; Z @  [ \ C ] ^ _ C a Z @ F
� b c W X (recency bias)F d e × f g ] B & h v w � i j p k l 1 m n o Æ p q F
� r s W X (winner’s bias)F � l t u J K è é E v w F
� x y z ` { W X (social or political bias)F H ì f 2 c m � � � U | } ~ � Æ � � F
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[ � � W X Z T � � � � e _ Dunkin Donuts à ¯ B � � ¿ � � � � � � � � � � �

Æ � � � � B t � v w F È Z � � ¿ � B 
 � � � � McGrath  MacMillan (2009) � � 2 3

à ¯ ¨ Ã � S ¿ � F � � � � B R S Í Î H I � × f � Â $ V U 9 ] e _ U Ø Å � F � N

$ � � � � � c � " ë Ç � � � � B [ � � & h v w F � � Í Î � � B � 4 � & h Z ç
" f v w � Q � m Ä � � � v w � R � ä � F T � V ¨ Ã � S ¿ � B �   F ¨ Ã � S ¿ �

(discovery-driven planning, DDP) � � � � � ¡ ¨ ¢ Ð y i j � Æ £ 1 _ C B W X v w F � ¤

Z ¨ Ã � S � Y Z � � Ç ¨ Ã ; Z ¥  ; ¦ Ù F
DDP § ¨ � � © ª F y >  � � ¿ � L « � ¬ Á � g ] R S Í Î � � y > ­ U [ 1 F

� Þ Û ® ¯ ° E � y ± � ² � DDP  � � ¿ � B © ª T

1. ³ ´ µ ¶ (reverse financials)F Ò [ � © ª à ¯ [ > · = ¸ ¹ ± º � � E » � v w Á ¼

½ Þ ¾ ¿ � � � À Á $ h Z @ Õ Ö � � Â Ã Ä Å Æ Æ � � y Ç È F
2. É Ê Ë Ì Í Î Ï Ð Ñ (deliverables specification)F Ò Ò � © ª Z À Á Ó Ô � â ã � < =  

� � � � Ô Õ Æ < = Ö � × Ø 4 F T > Ø 4 � ª Ø à ¯   ¯ F
3. Ù Ú Û Ü Ý (assumption checklist)F Þ Ü 5 6 7 ( B Ø 4 $ À Á & h v w F � Þ © ª

E � 9 : � Ü : y  © ª 2 E � × + � Ø � � � Â y & B # ß v w à á Ú á ª F
Á Â â � � c [ o t ã � � ä å � â B Q � Z � Ò [ � � ¡ ½ æ ¹ � e 200 ç â ã Z

t � � F â ( W B W X V T f T V U V ä è B â ã P é Ì m ê ë 9 ` � f ( Ô Ó 200 ç â
ã ® ì $ Ê Ë Ø 4 � H T > Ø 4 V í î ¸ > { Ì m

( � ï T > W X B [ � � ¡ Z Ñ ð â B ä å # [ � 9 : < = B � � � P � e _ � �

� â ä å ¯ ä ½ � ¹ º B %   ¤ ñ Z q � Ì e # � � B ¹ º %   Ö ò � â ® Â ó � ¹ º
ä   E B ô õ ö ¡ � ¬ Á � L ô  � ô � e _ T > ä   B ¹ º R u Æ â ® Â Ú � § ÷ �
ø ä å B ¹ º   ¯ F : e � ¬ Á � Ø Ù � â : � ` ² B § ÷ t ù � � ä å ¹ º ä   Z #

� � 120 r 150 ú F t M T > P é � â Ø Ù # � 7 ( < = s 13,333 r 16,667 û � � � Æ # ü

44 û r 55 û � � F W X V � T > P é V í î { Ì Ç U Ç ý þ � Ì Á Â V B � � â 7 ( �
� â B Q � F U ® ï � Z ¼ � â ê ë 7 ( � × § ÷ Ø 4  � & R u � e ¦ R â B J ] Q
� F

[ � Å Æ ; B R S � � � DDP � � 9 } & h Ú á   e _ v w Ú á ª � � 2 3 � u Q
� 	 
 e _ � � @ �  Q � À Á B v w F Á Â � � � @ � y ì ¯ DDP� Ø Ù � Ç Ä � �
¨ Ã R S Í Î E B 
 � F

� � � � � Compiled from R. McGrath and I. MacMillan, Discovery-Driven Growth, Cambridge, MA, Harvard
University Press, 2009; T. Wailgum, “How IT Systems Can Help Starbucks Fix Itself,” CIO, January 25,
2008, cio.com/article/176003/How IT Systems Can Help Starbucks Fix Itself (accessed July 2009); M.
Weier, “Dunkin’ Donuts Uses Business Intelligence in War Against Starbucks,” Information Week, April
16, 2007.
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Expedia�com� � � � � � � �

Expedia, Inc. Z A q 5 a ~ � � � � 2 3 B � 2 3 � � � � � Ô Õ  < = � � � e _
4 5 a » ` B  !  N = � � F � " y � � 1 � q ú B � # Õ $ % î � § ¨ Expedia.com�
Hotels.com� Hotwire.com� TripAdvisor� Egencia� Classic Vacations e _ [ � � § ÷ � &  �
è 5 6 F 2 3 B � � Ô Õ § ¨ ' » o ( ) 2 3 � * + w , � - . 2 3 � /   < = � � ? �
0 1 2 3 e _ § ÷ � Æ Ô Õ  < = 2 3 e 2 3 Æ 4 5 � ¡ � � B 6 � 7 � 8 O * + � -
. � /   < = e _ 4 5 Æ � F � Ý 9 �  § � Æ � ® N : ; � : � 7 � - .  /   ø <
= F � V � { N � � � � B Å s ³ � � & ( ) � 8 O � - . 2 3 Æ 0 1 2 3 F T > ] < =
B Õ $  Þ ; a 5 6 � Expedia Inc R Z 4 5 a × � B > ~ � � � ? � � � Ò ± � � � 2 3

e _ 4 5 a Ò A � � � 2 3 F � B à B Z C ' � � � » ` B # � � � �  D E : y � �
Ô Õ � R Z 4 5 a × �  F £ × t B � � â ã ? F

G H

� � I j l V Expedia � ­ à B � Í Î  R J B & h F Y Z Expedia.com Z > ~ 5 6 �
� � B D K 1 m V Expedia � L B & h F > ~ D K 1 m Ø e R � Æ M N > ~ 5 6 F O P �
� 1 m Ý � Q É � � B D K 1 m F Y Z � � 1 m V & h � : y B � � � X $ 9 : R î S
T � U � e _ � \ F V W ` V � � � � Expedia � f � � j X m � � 
 Y Ù X l � Ð y [ Z
B � � @ ^ I j l � � � I j B [ 4 Y \ Æ Õ Ö I j l G 2 3 F £ 8 Æ � ­ 5 6 Q � B
¾ ¿ F

] ^ _ a

Expedia B W X � U V 
 Y Z ¥ F Expedia B � � I j % Q > 2 3 y A q Z ¥ F b c �
20 � U � : y � y 20 � Z ¥ d F I u � ! % e  [ û � � f g = � � î Ö b » � U � Ö

h Z ¥ r I j l & h i � E F Â 5 6 � � f # � j k 2-3 » ½ ¾ � î Z ¥ � À u Ð y ½ ¾
� � F × � � ! % ¥ � � � � î Z ¥ U l F Z ¥ 9 : Ù l � Í Î Q � ¯ ° æ Ú � � � �
� 9 : G � Â m n F

Z ¥ o { Â W X � ! % \ ] � p q u F � e r s � � � , 	 
  Þ 	 
  Expedia �
­ Q � @ ¾ t u [ 4 Y \ È Z c d F C æ Ö � ! % � T > [ 4 Y \  � � t u r � � v
E F Þ � � § ¨ ± � © ª T

1. w Ð x y z ` { | } F ! % 9 : Õ Ö � 20 � Z ¥ d E ² � i � G ° ± � � B I j �
l y ¯ F T R Z � � v  KPI B & h F

2. ~ Ð � � Î � � � � F ! % 9 : Õ Ö KPI Q � y � S ¼ Æ Ô ¼ L � F � � G M § > ~
1 m B I j � U ª ± � � G � ® N � � B � � < = I j F

3. � � � � � � � � F ! % 9 : � Z ¥  Q � � � I j l + � È � � F
� 8.1 Z � � B � � � � F » � ß ½ Z ¥ Ö h � & L ( Z ¥ d � ¤ Z Decision Support

Factory� F e � � I j ! % H I � T > § ¨ � � � á � CRM � � � � 4 � � � ® (interactive

voice response, IVR) � � e _ § ÷ � � < = � � F DSS Factory E B Z ¥ # � � & � � Z ¥ �
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/ e _ q � l Z ¥ � � E F à ¯ ? Ø e £ ¯ U � � ¡ $ ¯  J ] 5 6 7 8 � & B Z ¥ F

� 8.1� Expedia �   ¡ ¢ £

¤ ¥

× � � � � I j ! % � î É 10-12 �  Expedia 2 3 � � y � C & ¦ B Q � F T > Q �
� � Ö  � � I j ! % E 200 q � KPI y & F KPI B " y ? Ø e � Ü � § {  à ¯ ÷ ¨ b
© B � � v � § { ª «  ¬ Æ L § Ø e ­ ® Ú � Æ 4 Á ¼  Í Î � © � � F � � v Ý �

� � � I j ! % � ¯ Z ¥ E � ° � B g ¼ ± ² Æ À ¡ F � � � T > Á Â 4 � ( ¬ Æ � Ø
Ù 9 : ( k P » Æ P � j Ö ¬ Æ F £ ¯ � � v � � � I j ! % Ø e ³ ~ X � KPI � & B ¬
Æ e _ � Q É ! %  2 3 Q � B ¬ Æ F

´ y ; B � � � � � E Z ¥ U � µ ¶ � � I j ! % � Ý µ ¶ 2 3 E § ÷ � 6 2 û F ¬

Á � Ò [ > 1 { Ø e e / A t � � � ( )   ¯ � e � u 9 N � î s 	 
 Æ Õ Ö � î r 2
[ ( ) 2 3 Ø e · æ B ¦ � R u F � � 1 { Ø e £ ¯ 5 6 ¸ ¹ ¨ ¢ � ^ £ à ¯ � 7 Æ <

> : D e _ º ] Í Î � � Æ Z e _ � � � ­ » ·   ¯ F

� � � � � Compiled from Microsoft, “Expedia: Scorecard Solution Helps Online Travel Company Measure the
Road to Greatness,” April 12, 2006, microsoft.com/casestudies/Case Study Detail.aspx?CaseStudyID=
49076 (accessed July 2009); R. Smith, “Expedia-5 Team Blog: Technology,” April 5, 2007, expedia-
team5.blogspot.com (accessed July 2009).
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