
Overview of Enabling Technologies

William G. SCheerer Thisissue oftheAT&T Technical Journal discusses the application ofqual­
ity, re-engineering, and scientific principles to the business ofsatisfying cus­
tomer needs at the highest possible levels. It examines AT&T method­
ologies-developed internally and through external partnerships-that
ensure all processes, organizations, and individuals areworking together to
develop the bestand most competitive responses tocustomer needs.
Introduction

The papersthat follow in this isssue
ofthe AT&TTechnicalJournal continually
underscore the needforproducts and ser­
vices that meet traditional quality objectives
and demonstrate reliability, timely delivery,
andhighvalue-attributes customers per­
ceive as beingmostimportant. This broad
view ofquality is stressedat allmanagement
levels. Asa result, AT&T has moved away
from segmented, sequential, and narrowly
functional processesand toward integrated,
concurrent, andmultifunctional processes to
maximize customersatisfaction wherever and
whenever possible. Woven throughthe fabric
ofmostprojects-and crucial to their support­
ingprocesses-are important contributions
from information technology and information
systems. Colleagues' jobsgrowin breadth­
and individual mobility is enhanced-by
focusing on end-to-end processdefinition and
control. Efficient, effective, andfewer inter­
faces between different workprocesses are
the goalofprocess design.

To reachthese objectives, a leader­
shipposition is required in eachofthese key
disciplines:
- Customer satisfaction,
- Quality,
- Salesand service,
- Information technology,
- Research and development,
- Engineering,
- Marketing,
- Manufacturing,
- Software,
- Billing, and
- Finance.
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The Changing ATaT Delivery System
The targetparadigm fordelivery in

the 1990s is changing rapidly from that ofthe
1980s. End-to-end optimization-not local
optimization-is viewed as success. Business
goals-not purely technical achievements­
drive processes, which are measured bytheir
directimpact on customer satisfaction and
financial results. Re-engineering is recognized
not as a "greenfield start," but as a process
that moves a company dramatically to new
businessaccomplishments, from where it is,
by usingnewprocesses, tools, organizational,
and "people" approaches. Information­
technology systems are recognized as vital to
early implementation ofnew, re-engineered
processes. In fact, information technology
itselfmaywell be the driver-as it matures­
fornewly feasible end-to-end processes that
restructure eventhe core-business definition.

And so, this issueofthe AT&TTech­
nicalJournal focuses on new enabling pro­
cesses andtools that drive and interact with
future business development.

Papers In this Issue
The firstpaper, titled "Enabling Tech­

nologies forWorld-Class Business Opera­
tions," addressesthe important issueofmaxi­
mizing business stakeholders' returnsfrom
business assets.Recognition ofthe common
interestsofcustomers, employees, and share­
holdersmustbe balanced with othercompet­
ing interests. The full arrayofavailable orga­
nizational strengths, business processes,
tools, andinformation technology mustbe
used to transform andre-engineer a business
that is expected to meet its future goals.



The product-realization processis a megapro­
cess in itself-end-to-endfrom customerneeds determi­
nation to earlyproductdelivery. Considering the inter­
ests ofAT&TTechnicaljournal readers, the processwas
chosenas one that has experienced enormous, mea­
sured productivity and quality improvements duringthe
early 1990s, and that elegantly illustrates the leveraging
ofenabling technologies to do so.The sevenpapersin
this issue spanthe engineering, quality, software, infor­
mation technology, and customer-satisfaction disciplines.

The last paperin this issue,"CLASSIC and
PROSE Stories: Enabling Technologies for Knowledge­
based Systems," discussesre-engineering the order­
realization process, particularly forcomplex system
delivery. It reviews the research,processtechnology,
information technology, and toolsneededto simplify and
synchronize allaspectsofthe process, and explores
methods forproviding more timely, less expensive, and
higherquality customer-service levels. The order realiza­
tionprocesssupportsproductand service realization
and,together, these processesspannearly the entire
product or service business.
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