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ABSTRACT

L’articolo esamina la strategia di benchmarking di Rank Xerox-Fuji.
Sulla base degli studi precedenti, sono articolate specifiche domande
di ricerca: 1) Quali sono i principali fattori di innovazione della
strategia di benchmarking di Rank Xerox Fuji; 2) Qual e la specificita
del benchmarking e l'evoluzione per migliorare le prestazioni nel
tempo? L'obiettivo principale di questo studio e quello di colmare
questa lacuna di conoscenza analizzando questo caso interessante. Il
documento offre una descrizione unica di un'implementazione
strategica di successo del benchmarking in Rank Xerox-Fuji per
migliorare le prestazioni nel lungo periodo.

The paper examines the benchmarking strategy of Rank Xerox- Fuji.
Based on the past studies, we develop a specific detailed research
questions: 1) What are the main innovation factors of the
benchmarking strategy of Rank Xerox Fuji? ; 2) What is its specificity
of benchmarking and the evolution for improving the performance
during the time? The main aim of this study is to fill this gap of
knowledge by analysing this interesting case. The paper offers a
unique description of a successful strategy implementation of
benchmarking in Rank Xerox-Fuji for improving the performances in
the long time.
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1 - Introduction

The objective of benchmarking is not only reducing cost (Zairi,
1996) but also improve the quality of the strategy; this
methodology (Anderson, 2004; Bocchino, 1995) is related to the
continuous improvement towards the implementation of
practices of excellence. In this paper, we analyse the case of
Rank Xerox- Fuji and its strategy of benchmarking (Camp,
1989; Pilotti et. Ganzaroli, 2007; Bocchino, 1995; Mella 2008;
Bogan, 1994; Riva, 2007; Dembowski, 2013; Ciurea et. al. 2017).
Some studies have shown how the methodology of
benchmarking can be useful for learning from best practices
(Zairi, 1996; Kathleen et al. 2002; Mella 2005, 2012).
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In our knowledge, only few researches are available on this important topic on international
level on this process of Rank-Xerox Fuji (Cook, 1995: Anderson, 2004; Spendolini 1992; Riva 2005,
2006a, 2006b, 2007; Pilotti et al. 2006; Riva and Pilotti 2019). With this in mind, this study intends to
investigate on this problem. Based on the interesting experience of Rank Xerox Fuji this paper
analyses the implementation of a set of methodologies of process of benchmarking (Bocchino,
1995) and quality. Based on the past studies we develop a specific detailed research questions:

Q1: What are the main innovation factors of the benchmarking strategy of Rank Xerox Fuji?

Q2: What is the specificity and the evolution of benchmarking for improving the performance during the
time?

For answering the first question, we analyse the case Rank Xerox Fuji based on the previous
literature using primary and secondary data. For analyzing the second question, we study the
evolution of the benchmarking model and strategy in Rank Xerox- Fuji (Business Process
Reengineering and benchmarking) (Hammer et al. 1993, Hammer, 2000; Camp 1989; Cook 1995;
Shoettl, 2003; Kathleen et al. 1996), quality and lean management (Liker, 2004; Liker and Meier,
2006) and BPM (Business process management) and change management and knowledge creation.
This paper explores the challenges and the opportunities of benchmarking (Bocchino, 1995) during
the time. It represents one decisive tool to guide the strategy (Pilotti 2005, 2017; Riva 2007a. Aiello
1996), for improving (Dixon et al. 1994; Imai 1986) and for reengineering the processes (Hall et al.
1993; Hammer and Champy 1993; Hammer 1990, Ugolini 2004)) and for creating new knowledge
(Nonaka 1995, 1998, 2000; Pilotti et. al. 2016; Schillaci 1987, Stack et al. 1992; Ciurea et. al. 2017;
Turchetti 2013). The outline of the paper is as follows: the second section describes the theoretical review
and the methodological approach; the thirds section describes the case of benchmarking in Rank-Xerox Fuji;
the fourth section examines and discuss the process of benchmarking, the fifth one concludes.

2 - Theoretical review and methodological approach

Some scientific paradigms (Kuhn, 1970) are described both on Xerox Fuji studies (Friedman et al.
1992; Young et al. 1994, Head et al. 1999; Gafurov, et al. 2013; Nielsen et al. 2017) and on
benchmarking (Dattakumar and Jagadeesh 2003).

2.1 - Theoretical review

In this part, there is a chronological description of some of more important research in the
international literature on the topic of benchmarking (see fig.1).

Camp (1989) describe the model of R. Xerox of benchmarking can be defined as the continuous
process of evaluating their services and methods - comparison with those of the best in the sector. The
introduction of benchmarking is based on fact that in 1979 Xerox had a problem for losing market
share in the copies business.

Hammer et al. (1993), study the integration between the process of reengineering and benchmarking.
Among the main phases of a project reengineering integrated with benchmarking are: a) launch a
working group; b) definition of areas and indicators for benchmarking; c) constant for the
improvement according to the philosophy of continuous improvement.

Halleck et al. (1991) describe the importance of benchmarking world-class performance across
industries not only to quantifies performance gap but also to compare and manufacturing and
management processes. While competitive analysis is limited to firms of the same sector, the world
class benchmarking permits to learn from the best in class and focus on the processes more important. The
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typical output measure of a quality process is: cost, quality, time. To start a benchmarking process
there is analysis of the supply chain of the firm and the definition of the key processes to be
benchmarked. The most advanced formula of this tool is the analysis of the best practices of the
present in the world (best-in-class benchmarking).

Global
benchmarkin

~

Generic
benchmarkina LEAD
Functional
benchmarking STRATEGY f
Method of
benchmarking Internal PROCESS

benchmarking

Competitve ENABLER
benchmarking

Reverse LAG

engineering

1930 1960 1990 2020

Figure 1: Evolution of benchmarking (source: our elaboration from Watson, 2001; Spedolini,
1996, Boccchino 1995)

Kathleen et al. (1996) show how the methodology of benchmarking can be used to improve the
performance in different organization AT&T, Janssen Pharmaceutica, Avon Product. There are some
different types of benchmarking: functional, process, competitive, strategic and world class. The principle
of benchmarking is based on understanding the gap of processes between the organization.
Benchmarking involves the detailed study of different areas and activities in relation to the
performance of some other subject.

Yassar et al. (2000) study a group of 227 organization for identify the critical success factors for
effective internal transfer of best practices. The results show the importance of training and open
communication for best practices transfer. The benchmarking methodology has found its first
application in the organizations which are more exposed to the problems of measurement
competitiveness.

Leibfrieb and McNair (1992) describe the tools for continuous improvement and the
importance of self-analysis to determine the actual standard and the gap compared to the
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desiderated target. The study describes the importance of formation, motivation and culture in
the process to transfer best practices.

Hammer (2000) describes as the technique of benchmarking has the objective of measurement of
performance and its comparison with the “first class” and to do a process of reengineering to reach the
targets.

Shoettl (2003) shows how the process of benchmarking can be divided into several stages: a)
analysis and evaluation of their specific processes; b) decision on the subject and the object of
benchmark; c) data collection; d) data analysis and understanding of the differences e)
improvement scheduling; f) review. The principle behind benchmarking is simple: to improve a
particular aspect of an organization or services, it is important to find other players with great skill and use
them as a point of reference against which to fix the standards.

Zairi and Leonard (1994) describe the application of benchmarking based on important
cases (see fig. 2).

Strategic objectives

» Desired standards
A / \
Metrics Practices
How much? < > What is 1t?
How big is gap? Which processes?
- Achieved standard
44— Benchmarking against competitors
g ag I

Y

Superior performance

Figure 2: Performance measurement (source: Zairi and Leonard 1994)
Bocchino (1995) describe the importance of determine the benchmarking gap and to develop
the strategy to improve the performance based on specific measurement metric.

Broveto et al. (2007) study the process of benchmarking to describe how it is possible to
distinguish between sector and horizontal benchmarking. The sector benchmarking  identifies and
analyzes the cases of the excellence at a national or international level in order to facilitate a
learning process, by comparison, similar problems are addressed on how or under what conditions
the same sectorial policies have achieved better results. On the contrary horizontal benchmarking
analyzes territorial systems similar (for population size, socio-economic structure, etc.) and then
potentially competing and a comparison is made in order to highlight the different degree of
territorial competitiveness that these systems can present.

Ammons et al. (2014) describe the presence of different kinds of benchmarking and
develop a theory of public sector benchmarking and stress the difference between public organization
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and private organization in implementation of benchmarking. The benchmarking in public sector has some
difference for the different mission and criteria for comparing the performance.

Dattakumar and Jagadeesh (2003) describe the evolution on the literature on benchmarking;
the paper analyzes 382 publications on benchmarking; these publications can be divided in forth
category: a) general and fundamental models; b) specific application and case studies; c)
innovations and extension or new approaches on benchmarking; d) benchmarking in service and
educations. There are studies in different area (public sector, banks, finance, accounting process,
core competence). Through this technique it is possible of improving quality by obtaining of the
maximum potential in all areas.

2.2 - Methodological approach

The empirical method of this analysis follows the logic of grounded theory (Glaser and Strauss,
1967) developing a case study methodology (Eisenhardt, 1989 Mella 2005, 2012, ). We analyse the
case Rank Xerox - Fuji based on the previous literature using primary and secondary data (Riva
2018b). For secondary data we study also the public balance sheet of the company (Xerox-Annual
report 2017; Riva 1993; Riva 2011); for primary data we collect data and information of the
company performance by contact and discussion with quality manager to understand the
evolution of strategy and quality program. The method of case study is used because it permits to
underline the main innovations in the quality and benchmarking strategy of the company.

3 - The case of Rank-Xerox Fuji

The history of Xerox (see fig. 3) started in 1938 when Chester Carlson made the first xerographic
image based on electro-photography and after was obtained a license to develop and market a
copying machine based on Carlson's technology.
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Figure 3: Presence of Rank Xerox Fuji in the world (source Rank Xerox Fuji 2018)
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Recently the company Rank Xerox- Fuji is controlled from Fuij (31 January 2018 acquired the
control of 50,1 %). The headquarter is located in Tokio. The company has about 41000 employers

The strategy of benchmarking in Xerox- Fuji is based on some main factors:
I) Integration of benchmarking method and “Leadership through Quality” program.

The 'Leadership through Quality” program of Xerox-Fuji introduce change the company strategy
by reducing their manufacturing costs and improve the quality of every process (see fig. 4).

Leadership

O @

Human Resource Managemeant

T g T o

Information

Business C> Customer c> Utilization
& «

Frocess and
Management Market and Quality
Tools

&

Business Results

Figure 4: Leadership thought quality (source Xerox-Fuji)
By benchmarking against Canon the results were:
1) five times the number of engineers;

2) it took twice as long as its Japanese competitors to bring a product to market, four times the number of
design changes, and three times the design costs;

3) the cost to ship, and sell units for about the same amount that it cost just to manufacture
them;

4) products had over 30,000 defective parts per million -about 30 times more than its
competitors.

After an initial period of denial, Xerox- Fuji defined benchmarking as ‘the process of measuring
its products, services, and practices against its toughest competitors, identifying the gaps and establishing
goals (see fig.5). Our goal is always to achieve superiority in quality, product reliability and cost.'
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Figure 5: Xerox quality strategy; the quality strategic model (source Xerox-Fuji)

II) Xerox- Fuji benchmarking model in based on a well defined five stage and tens
steps.

Xerox developed its own benchmarking model. This model involved tens steps categorized
under five stages - planning, analysis, integration, action and maturity (see fig. 6).

r o 1. Identify benchmark outputs [
PLANNING ‘ 2. Identify best competitors |

< J 3. Determine data collection method |

F D o 4. Determine current competitive “gap” |
ANALYSIS

e -] 5. Project future performance levels |

43 3o 6. Establish functional goals |

INTEGRATION Communication of Acceptance of
data analysis
k = 7. Develop functional action plans |
' =N\ S. Implement specific plans |
ACTION 9. Monitor result report progress |

A & 10. Recalibrate benchmarks e

fo | Leadership position obtained |
MATURITY -

¥ |___Process fully integrated in our practices |

Figure 6: Benchmarking model in Rank Xerox- Fuji (source Xerox-Fuji)
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The main types of costs in benchmarking are:
-time costs for define the gaps;
-maintain a database of best practices and the companies associated with each best practice.

The cost of benchmarking can substantially be reduced through utilizing the many internet
resources.

Xerox- Fuji by using the benchmarking method tried to solve the situation of the loss of almost
tifty percent of the market share, the company Rank Xerox decided to conduct a series of comparisons
with the main competitors or anyone with distinctive skills in some area:

a) production costs,

b) the mode of assembling the photocopiers,
c) the analysis of the entire cost value chain,
d) costs of sales,

e) customer satisfaction,

f) different work activities.

III) The improvement and evolution of benchmarking and integration in the global
quality strategy in Rank Xerox- Fuji is for the use of an integrated set of methodology.

During the time there was a strategy of continuous improvement based on a set of integrated
methodology (see fig. 7).

Continuous
Improvement

Figure 7: change in benchmarking and quality strategy in Rank Xerox (source
elaboration from Rank Xerox- Fuji)
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In history the company had a major crisis at the end of the 1970s following a loss of
profitability of around twenty percent per year.

The company invented the photocopier in 1959 with almost a monopoly for many years.

By 1980 the companies lost almost market 35% as IBM and Kodak developed high-end
machines and Canon, Richo and Savin dominated the low-end segment of market.

The problem underlines the importance of a strategic change by innovation the quality and the
production by searching economies of scale (see fig. 8)

$19.000 $4,000

As Xerox implemented its glchal
17,000 Integration strategy, revenue
groeah accsterated, while the

groath of operating costs sloned. L 3000
This strateqgy yielded new ’
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' income by 1989 and 1990.
:
§ g
£ 130004 - 200 @
: ¥
. :
[#]
11,0004
- 1,000

2,000 ./

1833 1934 1885 1985 1987 1688 1939 1930
Figure 8: Economies of scale and increasing of operating costs (source: Rank Xerox —
Fuji)
4 - Discussion

The process of benchmarking in Rank Xerox - Fuji can permit a substantial improvement in
performance (see fig. 9).

There are several questions that guide a project of benchmarking:

a) what are the critical areas and improvement of desirable results?
b) what is the current situation and organization of space?

c) what can we do to improve?

d) what are the best investments to promote change and improvement?
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Figure 9: Results before and after benchmarking (source Xerox- Fuji)

The results in Xerox- Fuji were positive with an increase in market share, financial position and
customer satisfaction (around 40%) during the implementation of the benchmarking model and

the focus on a quality strategy (see fig. 10).
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Figure 10: The quality strategy and improvement based on benchmarking (source:

Xerox-Fuji)
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Xerox-Fuji, as highly successful organizations, understands the importance of benchmarking.

It institutes best practices to create innovative projects to determine the appropriate product or service

that the consumer wants (see fig. 11) (Dembowski, 2013; Guido et al. 2010).

Long-term

|

Personal

Growth Leadership

Real Change

Employee «
pioy ' Leader

HR System to
Encourage Challenges

Enhanced
Corporate Quality

Short-term

Figure 11: Benchmarking and change management (source: Xerox-Fuji)

l » Management

A) The improvements of results before and after the benchmarking experience are in Xerox-

Fuji:
i) Area marketing
-marketing productivity + 30%;
-became the leader in the high -volume copier-duplicator market segment;
-service response time reduced by 27%.;
-distribution productivity increased by 8 -10 %,
-country units improved sales from 152% to 328%.
ii) Area production
-increased product reliability on account of 40% reduction in unscheduled maintenance;
-errors in billing reduced from 8.3 % to 3.5% percent;
-number of defects reduced by 78 per 100 machines;
-inspection of incoming components reduced to below 5%;
-defects in incoming parts reduced to 150ppm;

-inventory costs reduced by two-thirds.
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Xerox-Fuji compared with the company L. Bean a large retail store for logistic. According to
research conducted by the International Benchmarking Clearinghouse, a division of American
Productivity & Quality Center (APQC) the case of Rank-Xerox Fuji underline how benchmarking
can permit to find new creative ideas.

B) Global Benchmarking

Xerox-Fuji’s benchmarking strategy recognized that many processes are not unique to a single industry
and that comparisons need not be confined strictly to one’s competitors (see fig. 12).

Strategic * What can take your
e organization to the next
Objectives [

* Which metrics align to your
Strategic Objectives ?

* How do you compare to World-
Class performance

Metrics

LIS ¢ Whereisyour company’s

performance gaps In
Performance =

* What set of people,
Model of process, and technology
(OTIEINEIM  capabilities should be
Excellence implemented to close the
performance gap?

*Incorporate learning

Measure’ from benchmarking
Validate, and RSO

Improve endeavors

Figure 12: Strategy of global benchmarking and reverse engineering (source:
elaboration from Camp 1989)

Xerox believes that breakthrough advances are more likely to occur by adapting lessons learned
from leaders operating in entirely different industry.

Important benchmarking benefits for Xerox-Fuji are: increases front-line employees'
satisfaction through involvement, empowerment and a sense of job ownership improves
organizational quality, leads to lower cost positions, exposes people to new ideas, creates a culture
open to new ideas, serves as a catalyst for learning.
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5 - Conclusion

The essence of benchmarking in Xerox-Fuji is the continuous process of comparing a company’s strategy,
products, processes with those of the world leaders and best-in-class organizations. Benchmarking focuses
on continuous improvement and the creation of value for all stakeholders by adopting organizational
behavior best practice.

With reference to the first question (What are the main innovation factors of the benchmarking strategy
of Rank Xerox Fuji?), we discover:

CARE
Computer-aided reverse
enineering

Existing real-world Computer 3D
object model

CAD

Computer-aided design

Figure 13: Reverse Engineering methodology (source elaboration from Page et al.
2008)

First, the application of “reverse engineering” (see fig. 13) of some competitor (Canon and
Sharp) permits to verify their functional specifications; this methodology provides an accurate
analysis of both the materials used and the methods and process. Some of the companies Motorola.
Citicorp. Ford, AT&T, IBM, GE applied this methodologies after the positive experience of Xerox.

Figure I: The Xerox 10.step Benchmarking Process

Y ACTION

1. Identify 4. Determine 6. Communicate 8. Develop
benchmarking Lot current findings and gain action plan
subject and team competitive gap acceptance

2. Identify & select 5. Project future 7. Establish functional 9. Implement plans
benchmarking performance improvement and monitor
partners levels goals progress

3. Identify method 10. Re-calibrate and
Collect data — reset benchmark

levels

Figure 14: The ten steps of Rank Xerox (source elaboration from Hidalgo 2004)
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Second, the strategy of Xerox underlines the importance of structured process of benchmarking
(see fig. 14): a) determine the subject to be benchmarked, identify the relevant best practice organizations
and the most appropriate data collection technique; b) assess the strengths of competitors (best practice
companies) and compare Xerox's performance with that of its competitors.

c) this stage determines the current competitive gap and the projected competitive gap.
d) establish necessary goals, on the basis of the data collected, to attain best performance.

Thirds, the importance of benchmarking culture; Xerox-Fuji strategy is based on basic rule is
for Xerox Ranx employees: "Everything that other people do best, we must commit ourselves to
doing it equally well."

The answers at the first question are consistent with past studies (Camp 1998; Pilotti 2017; Riva
2007; Bocchino 1995; Aiello 1996).

For what concerns the second question (What is the specificity of benchmarking and its evolution for
improving the performance?) we discover:

First, we underline a strong evolution of methodology of benchmarking in Xerox-Fuji with the
integration with six sigma and also lean management and leadership and quality program (see fig.
15).

qualty
1994 19% 1997 1997 1998 2000 2002 2004
The Xerax The Xerax Xerax 2005 Xewx IS0 Xerax Six Sigma | Xevax new quality XewoxLean Xewox Len
Management Madel | Management Madel Six Sigma Six Sigma
Tha Xerax The ‘avergren’ Snior Mgt Al maor Six Sigma New qudity Lean St Sigma | Launch of design
Mot Modd is madel & doaumarts e Xarox | Xarax manfachiing deployed in palicy, and cancepts & for Lean Six Sigma
ifroducad as part cominuausly 2005 Leadership sites warldwide miy. aps. procadwres mieshed prinples
of Leademship asseseed & Thraugh Quality receive 150 %o be focusad/faster became
Thraugh Quality. impraved sralegy. 14001 cerification coparale
slndand

Figure 15: Xerox quality strategy integrated with benchmarking (source Xerox- Fuji)

Second, Xerox-Fuji benchmarked companies both, in and outside the industry. The particular
example is L.L. Bean, catalog seller of outside equipment for improving distribution system based
on the same. Benchmarking also became a key criterion for winning the Malcolm Balridge
National Quality Award. The idea is to parameterize the performance of a organization compared
to that of other, taken as reference points. Benchmarking itself was born in the late 70s early 80s
when the Xerox and large companies began to develop the discipline of the comparison.

Third, the company instituted the quality improvement plan based on application of
benchmarking (Mella 2005, 2008), which resulted in tremendous progress and survival of the
organization (see fig. 16). This Xerox Fuji's approach focused on key processes, rather than simply
on finished products, and highlighted distinctive elements of those processes that accounted for
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product. The objective of benchmarking is the continuous improvement of the results based on the
control of quality (customers focus).

The answers at the second question are consistent with past studies (Camp 1989, Pilotti et
Ganzaroli, 2006; Riva 2007; Schillaci 1987 ; Bocchino 1995; Mella 2012; 2015a; Aiello 1996).

Customers

Requests € Evaluation & satisfaction

| [Product providing organization

'
EREES SSSES Quality management activity

Planning )Designing ) Production )>desand  Recovery/ Quality Settlement
maintenance /reuse

Quality Assurance Actions by Step based Correction/prevention/promotion
on phase management

Quality Assurance Organization

Review results/
Product providing activity ngmn%fgcrﬁeﬁg cross-sectoral

issues Quality Assurance Education
Common measures Quality System Standardization
Quality System Audit € Quality Strategy/Plan

~

Basic policies on quality assurance

Figure 16: Xerox quality strategy integrated with benchmarking (source Xerox- Fuji)
From the lesson of the case of Xerox- Fuji we can find many practical applications:

a) the integration of methodology of quality and of benchmarking (Leibfrieb and McNair 1992; Bocchino
1995);

b) the strategic role (Aiello, 1996) of continuous process of comparing a company’s strategy, products,
processes with those of the world leaders and best-in-class organizations (Camp 1989;: Pilotti 2017; Pilotti
and Ganzaroli 2006; Riva 2007a, b, ¢; Schillaci 1987);

c) the managerial focus on improving the customer satisfaction (Guido 2010 et al.) and also on reducing
the costs (Mella 2005, 2012, 2015a; Ugolini 2004).

In conclusion, the philosophy of Rank Xerox is “why reinvent the wheel if I can learn from someone
who has already done it?” and to focus on cost reduction and on improvement of customer
satisfaction. The case of Rank Xerox Fuji is an interesting positive example of the application of
benchmarking and the importance of integration with sigma six and lean management (Dattakumar and
Jagadeesh, 2003; Riva and Pilotti 2017d, 2018a,c, 2019; Yassar and Zairi 2000). The limit of this
study is to analyze only a case. Further research can analyze the impact of the digitalization of the
processes in Rank Xerox Fuji in the new contest of industry 4.0 .



Riva, Pilotti
The strategy and the evolution of benchmarking methodology: the case of Rank Xerox-Fuji 288

REFERENCES
Aiello G. (1996), Competizione e sviluppo delle imprese di consulenza di direzione, CEDAM.
Argyris, C. (1991) Teaching smart people how to learn, Harvard Business Review, May-June, n°3 p99-109.

Ammons, D. N. and Dale J. R. (2014), Benchmarking and inter-organizational learning in local
government, Journal of Public Administration Research and Theory 25.1 309-335.

Anderson K. A., McAdam R. (2004), A multi-method approach for the conceptualisation of lead
benchmarking and performance measurement, International congress: Performance measurement and
management: public and private, 28-30 July, pag.35-42. Edinburgh, UK.

Bocchino U. (1995) Manuale di Benchmarking. Come innovare per competere aspetti operativi, casi pratici e problemi.
Giuffre Editore.

Bogan C. 1994, Benchmarking for best practices. Winning through innovative adaptation McGraw-Hill, New York.
Burch J. G. (1994), Cost and Management Approach. A Modern Approach, West education Publishing.

Camp. R. (1989), Benckmarking: the search of industry best practices that lead to superior performance, AQQC
Quality Press.

Camera Commercio Padova, (2004), Guida pratica al benchmarking. Conoscere e applicare il benchmarking nelle
Pmi per raggiungere 'eccellenza, Arti grafiche Padovane.

Cook S. (1995), Practical Benchmarking: A manager’s guide to creating a competitive advantage, Kogan Page.

Dattakumar, R., & Jagadeesh, R. (2003), A review of literature on benchmarking, Benchmarking: An
International Journal, 10(3), 176-209.

Dembowski F. (2013), The roles of benchmarking, best practices & innovation in organizational effectiveness.
International, Journal of Organizational Innovation Winter;5(3):6-20.

Dixon R. Arnold P. Heineke J., Kim J., Moligan P. (1994), Business process re-engineering: improving new
strategic direction, California Management review, summer, p.93 e seg.

Eisenhardt K.M. (1989), Building theories from case study research, Academy of Management Review, vol. 14,
n. 4, pp. 532-550.

Glaser B., Strauss A. (1967), The Discovery of Grounded Theory, Aldine Chicago.

Grant M. R. (1997), The Knowledge-based View of the Firm: Implications for =~ Management Practice, Long
Range Planning, Vol. 30, No 3, pp. 450-45.

Guido G, Bassi F., Peluso A. (2010). La soddisfazione del consumatore, Franco Angeli.
Hagel J. Heygate R. Laird R., Prang G. (1993), The power of process redesign, McKinsey Quarterly, n.1.

Hall G. Rosenthal Wade J. (1993), How to make reengineering really work, Harvard business review,
November December.

Halleck, A. S, U'halloran, j. d., & leader, c. a. (1991). Benchmarking world-class performance. The McKinsey
Quarterly, 1(1), 3-24.

Hamdouch A., Maman C. (1995) " Les dimensions relationnelles de I'apprentissage intra organisationnel",
Coordination Economique et apprentissage des firmes, Ouvrage coordonné par N. Lazaric et J. M.
Monnier Ed. Economics.

Hammer M., Champy J. (1993), Reengineering the corporation, Harper Collins.
Hammer, M. (1990). Reengineering work: don't automate, obliterate. Harvard business review, 68(4), 104-112.

Hankinson G, (2001), Location branding: A study of the branding practices of 12 English cities, Journal of
Brand Management November , Volume 9, Issue 2, pp 127-142.

Hidalgo (2004), Innovation Management and the Knowledge-Driven Economy, European Commission.



Riva, Pilotti
289 The strategy and the evolution of benchmarking methodology: the case of Rank Xerox-Fuji

Hax A. C,, Majluf N. S. (1996), The strategy Concept and Process. A Pragmatic Approach, second edition, Prentice
Hall.

Head, C. K,, Ries, J. C., & Swenson, D. L. (1999), Attracting foreign manufacturing: Investment promotion
and agglomeration, Regional Science and Urban Economics, 29(2), 197-218.

Holloway J. A., Hinton C. M., Francis G. A. and Mayle D. T. 1999, Identifying best practice in benchmarking,
CIMA, London.

Imai M. (1986), Kaizen: The key to Japan’s competitive success, Random House.

Itami H. T. Roehl (1993), Mobilising Invisible Asset, Harvard College Press.

Kaplan R., Norton D. (1996), The Balance Scorecard, Harvard Business Press.

Kaplan R.S. City of Charlotte (A), (1998), 9-199-036, Harvard Business Scholl, Boston
Kaplan Norton (2004), Strategy maps, Harvard Business School Press.

Kaplan S. R. Norton D. P. (2004), “Measuring the strategic readiness intangible asset”, Harvard Business
Review, February: 52-63.

Kathleen H. J. Leibfried C. J. McNair (1992) Benchmarking: a tool for continuous improvement Harper Business.

Kim D. H. (1993), The Link between Individual and Organisational Learning, Sloan Management Review, Fall
Page. 37-50.

Kotler P., Haider D.H., Rein E.I, (1993) Marketing Places: attracting investment, industry-and tourism to cities,
states, and nations, New York, The Free Press.

Krugman P., (1995) Geography and trade, Mit Press, Cambridge.

Young S., Hood N., Wilson A. (1994), Targeting Policy as a Competitive Strategy for European Inward
Investment Agencies, European Urban and Regional Studies, Vol 1, Issue 2, pp. 143 - 159.

Latusi S. (2002), Marketing territoriale per gli investimenti, Egea, Milano.
Leibfrieb K. H. L. e McNair C. J. (1992), Benchmarking a tool for continuous improvement, Harper Business.

Liker ]. K., Meier D. (2006), The Toyota way field book. A practical guide for implementing Toyota’s 4Ps, McGraw-
Hill.

Lizza P. (2005), La resistenza al cambiamento nel processo di benchmarking, in Rivista italiana di ragioneria ed
economia aziendale, n. 3/4 pag. 169-177.

Lucianelli, G. e Tanese, A. (2002), Il benchmarking nelle aziende e nelle amministrazioni pubbliche: logiche
ed esperienze a confronto in Quaderni sull’impresa, Universita degli Studi di Roma Tor Vergata,
Dipartimento di studi sull'impresa”, 6.

Mella P. (2005), La rivoluzione onolica, Franco Angeli.

Mella P. (2008), Aziende, Franco Angeli.

Mella P. (2012), Systems Thinking: Intelligence in action; Springer Science.

Mella P. (2015a), Teoria del controllo. Dal systems thinking ai sistemi di controllo; Franco Angeli.
Mella P. (2015b), The magic ring, Spienger International Publishing

Macomber J. (2013), Building Sustainable Cities, Harvard Business Review, July August;40-50.

Mintzberg H. (1994), “The fall and rise of strategic planning”, Harvard Business Review, January February pp.
107-114.

Mohajeri K., Nayeri M.D. and Mashhadi M.M., (2009). A Model for Stakeholder-Oriented Benchmarking
Process. Journal of Applied Sciences, 9: 237-247.



Riva, Pilotti
The strategy and the evolution of benchmarking methodology: the case of Rank Xerox-Fuji 290

Mohamed Zairi, (1996) Effective benchmarking: learning from the best, Chapman & Hall, London.
Morris C., Brandon J.S. (1995) Reengineering your business, McGraw-Hill.

Nonaka I. (1998), Creating organizational order out of chaos: self-renewal in Japanese Firm, California
management review, vol. 30, n° 3.

Nonaka I. T. (1995), The Knowledge-Creating Company, Oxford Business Press, Inc.

Nonaka I., Toyama R., Konno N. (2000), SECI, Ba and leadership: a unified model of dynamic knowledge
creation, Long Range Planning, 33 (1), 5-34.

Oriani G., Monti R. (1996), “La reingegnerizzazione dei processi aziendali”, pp.283-330, in Manuale di
Organizzazione aziendale, volume 5 Metodi e tecniche di intervento, Utet.

Ostroff F. Smith D. (1992), “The horizontal organization”, McKinsey Quarterly, n.1;

Paoletto A. (1996), “Il checkup up organizzativo”, pp.145-173 in Manuale di Organizzazione aziendale, volume
5, Metodi e tecniche di intervento, Utet.

Page, D., Koschan, K., 2008. Methodologies and Techniques for Reverse Engineerin, London, Springer Series in
Advance Manufacturing,

Pilotii L. (2005), Le strategie d'impresa, Carrocci Editore.

Pilotti L. (2011), Creativita, innovazione e territorio, Il Mulino.

Pilotti L. (2017), Corso di Management, McGraw Hill.

Pilotti L., Ganzaroli A. (2006), Rileggere il marketing, Cedam

Porter M. (1985), Competitive Advantage, Free Press.

Porter M. (1989), The completive advantage of the nations, Free Press.

Porter M. (1996), What is a strategy? Harvard Business Review, November-December.

Qintas P., Lefrerer P., Jones G. (1997), Knowledge Management: a Strategic Agenda, Long Range Planning,
Vol. 30, No 3, pp. 385-391.

Riva A. Riva G. (1993), Eserciziario di Inferenza statistica, Isu Cattolica

Riva A. (2006), Analisi e controllo strategico, Nuove metodologie per I’analisi e la progettazione di sistemi di controllo
strategico gestionale, Aracne Editrice Roma.

Riva A. (2007a), Strumenti per il miglioramento dei risultati. Aracne Editrice Roma.
Riva A. (2007b), Manuale di strategia, Aracne Editrice Roma.

Riva A (2007c). “Il controllo e la gestione strategica del rischio per la creazione di valore”. in: Vello D. Mella P.. (a
cura di): Vello D. Mella P., Creazione di valore, corporate governance e informativa societaria. p. 205-225,
Milano: Giuffré Editore.

Riva A. (2008), “Il controllo aziendale integrato quale presupposto per il successo di un’impresa. le
caratteristiche del controllo strategico orientato alla gestione dei rischi” in Il Controllo nelle societa e
negli enti 12 (Fascicolo VI), 531-550, Giuffré Editore.

Riva A, (2009), Manuale del Real Estate, Aracne Editrice Roma.

Riva A. (2010), Miglioramento e innovazione nel settore pubblico. Strumenti e strategie, decisioni e risultati, Aracne
Editrice Roma.

Riva A. (2011), Analisi di bilancio. Principi, strumenti e metodi per l'interpretazione delle dinamiche azienda, Aracne
Editrice Roma.

Riva A. (2012), Manuale del Business Plan, Aracne Editrice Roma.



Riva, Pilotti
291 The strategy and the evolution of benchmarking methodology: the case of Rank Xerox-Fuji

Riva A. (2013), Strategie e controllo, paper presented in Convegno: “II dottore commercialista consulente di
impresa.” dell’Ordine dei Dottori Commercialistici di Milano, 25-September Milano.

Riva A., Pilotti L. (2017a), “Benchmarking for attracting territorial investments: evidence of the Pavia’s
Chamber of Commerce “, paper presentato a Convegno AIDEA “Tendenze nuove” negli studi economico-
aziendali 1’evoluzione dei rapporti azienda-societa 14-15 settembre, Roma.

Riva A., Pilotti L. (2017b), “Strategic vision, sustainability and control: the experience of San Donato and the
its Eni’s quarter of Metanopoli”, paper presentato a Convegno AIDEA “Tendenze nuove” negli studi
economico-aziendali I’evoluzione dei rapporti azienda-societa 14-15 settembre, Roma.

Riva A., Pilotti L. (2017c), “Lean manufacturing and industry 4.0: some evidence from the two world’s
leading manufacturer of motorcycle Ducati and Honda”, paper presentato a Convegno AIDEA,
“Tendenze nuove” negli studi economico-aziendali I’evoluzione dei rapporti azienda-societa, 14-15
settembre, Roma

Riva A., Pilotti L. (2017d), Searching for ecologies of excellence Cases and experiences of post-Hierarchy enterprises in
Industry 4.0 Aracne Roma

Riva a (2018a). Nuovo orientamento strategico d’impresa: visione. passione, valori, bellezza, lasciare un segno Aracne
Editrice Roma.

Riva A (2018b). Economic, business and marketing research method. Advanced multivariate statistics and econometric
research method for social, management, marketing and economic sciences. Aracne Editrice Roma.

Riva A, Pilotti L (2018a), Innovation and benchmarking. Learning from the best, Aracne Editrice Roma.

Riva A, Pilotti L. (2018b). “Unicredit bank: the strategy of digital and lean transformation” in (a cura di):
Digital and lean strategy. Evidence from the banking and financial service industry. p. 6-35, Aracne Editrice
Roma,

Riva A, Pilotti L (2018c). “General Electric capital division financial service: the logic lean and digital of
transformation” Conference paper presented at Scientific Workshop on the 4th Industrial Revolution:
Business model innovation, local ecosystems and global competition; at University of Trento, 23-24 March
2018.

Riva A, Pilotti L. (2019), “Digital transformation and the internationalization of the firm: the case of the
system of international control of the performance in Unicredit”, paper presented at International
Conference Digital Transformation and Internationalization of Firms: Prospects, Challenges and Future
Agenda - AIDEA SIMA SIM - Palermo 7-8 February 2019.

Ross J.E, Perry S. (1999), Total quality management: text, cases, and readings, third edition 3rd edition.
Schoettl (2003), Réaliser un benchmarking, se comparer aux meilleur pour progresser, Insep Consulting Edition.
Schillaci C. (1987), Design successful joint-venture, Journal of Business Strategy vol 8 issue 2 p. 59.63.
Scozzese G. (2005), 1l benchmarking, Armando editore.

Senge (1990), The fifth disciplines: the art and practice of learning organization, Doubleday, New York.
Spendolini M. J. (1992), The benchmarking book, New York, Amacom.

Turchetti G. (2013), The nature and the platform and matrix solutions in the design knowledge management,
Journal of Management and Governance, August issue 3 p657-671.

Ugolini M. (2004), Un approccio di service management per la gestione del reparto ospedaliero, Giuffré Editore.
Xerox (2017), Annual Report, Xerox Company

Yassar F. and Zairi M., 2000, “Internal transfer of best practice for performance excellence: a global survey”
in Benchmarking: An International Journal, Vol. 7 No. 4, 2000, pp. 239-246.

Zairi and Leonard (1994), Practical Benchmarking: The complete guide, Spienger Netherland.



