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Im PttcatiOn  of the w Ord 
W
en ttd em en t

Ⅲ

T hc c可亜0103y oF the 、70rd
“
end rd cm cnぜこates bxよtO thc cra Of the indust ial

r制0 1ut On in E ngland.T he w ord Ottgim tt m eant tO 
Ⅲ
btt out publid y ow ned land,

c o n v c rt tt tO  P It t tC  p t t p e t t  a n d  m rn  it tO  a  sh e e p  m c a d O w  b y  fe t t n g  it in .
W
 In  o th c r

w ords, it was the aα OF dem Onstttng the owneAhtt Of thC land by the erection of

fenccs tO prevent sh eep from  cscaPh g, If th e intention Of a cOm pany that Plans tO

im plcm ent C R M  tt to 
Ⅲ
prcvcnt thc custtm er from  csttPingゴth en thc cOm P狂りCalm Ot

be sttd to care m uch for thc custOm er T he custOm cr is not a sheeP and hc or shc surcly

docs nOt w ish to be treated as suchⅢ

Figutte l E n circle■lent 
Ⅲ
P ut u P a IFen ce to P revcn t E scap e

W

R cccnttt thc COncept has exPandCd tO cm brace use of the term
・
C tttom er 10ck

in .
“
T his phrase is tten m orc instd出略 tO the custom cr d■an the term  

Ⅲ
encird cm c丘,

“

bccause of its blttant im PliαdOn that the cOm pttly
・
10cks up the custOm er

r
 in its rcalm .

T hc saIIle goes for the Phrasc 
Ⅲ
custom er lり』呼

“
, frcqucndy used in C R M  tttcraturc.

T his phrase m Plies thtt thc ctlstOm er ?r eA  thc stlPPlicr L s Or her allcgiancc, agaln

cm phastting a rtler
,sttjcct rclぶOnshゃ.

If C R M  tt a series of acdvitics tO 航n custom α loガ 呼 lt trm Siatcs into tttivitts

th筑
"
w Ork

"
the custtm cr to gcnerOttly pOur his Or hcr tlIIle, m oney and cnthusiasm

into a cOm p卸ヴs products̀ From  thc Perspectlve of thc custtm er, ho、vcvcr, thcrc is

nothh g desirable about bcm g
'
w Orkeご

'
into dOing 狐甲止血g, even F that ctlstOm er m ay

occasionally fecl llkc suPPorting a partictllar cOm pany
'
s grOw 血.C R M  is designed tO

dccPen the relationshtt With the custOm er, but it shOuld not bc uscd tO facilitate
"
encird cm cnt

Ⅲ
 Or to 課血

“
Custom er loyalt/

Ⅲ
 at the custom eゴs exPcnSC
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O n c p rO b le m  h c rc is th a t h c c O rP O ra tC P Sy c h 。10 g y  tO  
T
c n c irc le

Ⅲ
 p atro n s d o e s n o t

n e c c ssa riけ SCtt C th C C O lllP a n ア
i
S iO n 3

-tC rm  in tc rc st in  tu rn in g  c u sto m e rs in to  p a tro n s .

Strcngthcning custom cr rclatiOnshiPs tllrOu811 cncird elrL「lent ■v11l rcsd t in thc fo10wたng

ptttcri Of tl■Outtt
“
G ct thc tttcntion of prosPccts,

・Ⅲ
Induce custom ers to btt products

and scぃたccs, 
H
 and 

W
StoP PatrOlrls ttOm  going a、,ay.

Ⅲ
 If w e 100k at thcsc thrcc stcps of

custom er deve10Pm cnt i Olrla the custOm er
i
s point of vie覇ァ, how ぃ′cr, it is clcar that a

prospcct thi込 ,
H
I Inaγ buy thc 300dS「a custom er thinks,

Ⅲ
I wた1l buァtllc goods,

Ⅲ
 and a

patron thinks,
"
I w ll buγ th e gOOds ag述■.

・

T he ultim atc PurpOSe of C R M  is to achievc 10■野tcrm  Succcss bγ Puttin3 oncsCif

intO the custom cゴs shOes.T he belief that C R M  call bc acl■icvcd thrOugh cnd rciclllcnt

m aァpre.ent custom ers frolll ttolSring into pations.T hcrcfOrc,w hat is needed is a new

p arad ig■l th at go es b eyo n d
"
en circlem en tt

Ⅲ
 A s ion g as a co m p aIIy stick s to

Ⅲ
encirclcm cnご

'
in order tO kccp thc custom cr ttOm  cscapin3, Custom er sttisttction w花11

■ot im Provc becallsc thc custom cris inhcrcnt tcndcnq/ is to reject being forced to dO

so m ed illg

F itttr e 4 4ヽiettP Oin ts :E n circiem en t an d C tlstOn er SatisfactiOn

卜や■孝1幸キ■■H

↓

↓
I■‖!事孝幹幣打年十1 ‖!■錯署艶締比:打

!■‖腎■子幹:r町革平拝警母野要留輝膨|,よ!

E velフh in g stttts 生Om  cu stom er satisfactiOn

T h c ultillltte go』of a cOm Panl 100ttn3 島r loュ野tcrm  Succcss is tO gttn custom cr

satistt tlon .A  basic Prem iSC Of C R ]v【is considcrin g custom cr satisfactiOtt as thc starting

P O in t t t r cv c ttt h in g  c lsc ` If O n c  lO O k s a t th c d y n a n ■ism  o f th c  c u stO m c r rc l航 10 n sh ip  ttO lan

th c p O in t O f 抗 c、ぁ′o f  
i
c u stO m c r sa tistt c tiO n ,

H
 it b c c O m c s c lc a r th a t p rO d u c tt a n d  sc t t ic c s

sh O u ld  b c P O sitio n c d  to
"
a rO u sc tllc in tc rc st o f  P ro sp e c ts)

Ⅲ
 to  

W
Sa tiSt t  c u stO m e rs w h o

m a d c  a  p u rc h a s c ,
T
 a n d  to

・
m O t飾 a tc sa d sn c d  p a tro n s to  rc P c a t p u rc h a se s .

“
T h e c u sto m e r

h a s i lll d isc r c tio n  to  3 0  C lSC M ′h c rc if  n O t sa tis.
r
lc d . T o  p u t O l■e se lf  in to  th e  c u stO m e r

i
s

sh O c s is tO  rc ttiz c th a t th c c u stO m c r h a s d ltt i c c d O m
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C O St.
"

T ra n sP a re n C / m c a n s il■fo rm 施 血 d sd O su re th a t e n a b le s th e  c u stO m e r t t  P α t t rm

角 n c tiO n  a n d  P ric c  C O m P a riSO n s 、″ith  c O m p e titlv e  p ro d u c ts . C o n tin u c d ―tra d c  b c n c flts

m eans Provin ng thc rcpCat custom er w ith perks such as d scounts On condnucd tradcs,

one―to―onc scttces) and 拘叩 rovcd qu泣け and Cr ld entt thrOugh rcpcat PurchttCS and

ncw  orde、for rcltted PrOducts Or sew ices based On the custom cゴs Purchasc histOり.

Sw itch ing cOst irlv。lvcs n ot oniy tan gible costs such as in itial invcstm cn t (sunk

眼 cstm enO (h cllldh 8 Purchase cost of the nrst t adc and cOst ofedu匂山on and tralnm g

島r thc usc ofPrOdllcs ,butよso h tanか le costs such tt h e Psych。10夢cal burdcn (scnsc

Of Obligation felt tOw ard the supph er). B lin d dePcn den cy on outsourced Processes

(unavoidable whcII servLCeS are provide4 aS a black bOxl is ttso consttred an intanttble
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Figure 5 C om Parison bew een an ideal POs■10n and encirclem ent
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From  thc m cw Point of Custlllcrs,custm ers are コin a

T h e obversc side to selection of custom ers is th c sclcct On Of com panics by thc

custom er. U seless prOducts are, naturally, nOt sclcctcd . T hc custOm er sh ould nOt be

dcPrived Of his or her H gh t tO chOOse. It is advisablc tO disc10se cvcn infOrm atiOn

d sadvantageous to a com ptty and let the custom cr asscss thc valuc Of that cOm pany
'
s

Products.Bァdoing so,the custOm er can bc cxPcctCd tO sclcct a com pany
l
s PrOducts and

m Ⅲ  rePeat purchases w id out the burden Ofsw itching ∞s、.

Providing arbitrlγ inform ation advantageous tO tt cOm panァaIIIOunts to supptter‐

centered Prom Otion al activity , but it dOes ュot hclP im P rOvC tran sP areIICアfOr th e

custom cr. Idcal in form atiOn disclosurc w ould bc to p rOvide suFa cien t d ata fOr

com parttOns 胡Iored tO thc nccds Of ind vidua  custom ers.A n tudm ate exalnPle w Ould
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s
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com pct ng w ith front―runtting COm panies tth ering to thc
“
PrisOner‐呼pe partnership

Ⅲ

paradigm .Front―runncrs w tt therefOre alsO have to changc tO O pen Ptttnership practice

ifthcy  Mttm t to scCurC 10ng‐lastin g custottner SatlsfactOn .

T hc tcchno10夢 trcnd in the lnternet era seem s to be on thc h 8ht track in term s of

rctal占ng transParCncy and reducing ttvitching cOsts.A t ttly rate)a strateg/ shilt tow ard

O PcII Pttne、1時 scem s to be inevitablc.

T he w Orld Of O ped P artnershiP is a rcalm  w hich w ill■Ot al10、マCOm panics to

su「rittc unicss ti cy have excluS市e valuc, w hich cOm pensates for anァ、マCak POints in

com parls6n to otheis.In other w orふ,Only thc tOP com pany ln a glvcn m arkct scgm cnt

can su蒜 ミin the O pen P artnership w orld.

O P en  P artn ersh ip Of M atsu i Secu rities

P re sit e n t M ic h io  M a ts u i O f  M a ts u i S c c u ritie s , a  p rim c  c o m p a n y  in  th c o n lin c

s e c u r itic s in a rk e t s a id , 
W
V c  d o  n O t in te n d  tO  d O  e n c ir c le m c n t  l d O  IIc t th iIIk  it is

P O SSib lC
・

T O  h a v c c O m p c t ti、c  P o w e r, M a tst t  b e tte v e s, お to  h a v e  m a g n c tism  th a t d ra w s

custom ers back agttn and agttn aFtcr tlメng com petitors in an cnvironm cnt in whih

thcrc are n O barricrs PreVentin g custom er ln ovem cnt. T h c lnternet is a 
Ⅲ
m Obility

oricntcd w ottd,
“
w hcrc cncird cm enttactics do not w orL  as far as M attulis concem ed.

In his bOOk 
W
O y― astt yo dem o tsum ann五ぷ G o A head and D o lt,but Iごs N ot

F un)
“
(200 1) M atsui discusses custom cr stratc師′and in th e F0110w in g excerpt he

d志航sses the idca OF end rd h g the custom er by im posing sw itching cosな

"
A t one tiine l h魯ユan OPPOrtllnity to t』阻w ith thc President Of an Online secu泣ties

com p狙ァin the U .S.H e sttd tt m c,
'
B rOkcragc chargcs On online sccuritics w tt cOm c

dOw n tt extrem es.L ow ering chargcs as a tactic tt kccP tlle custOm cr from  gOing aw ay

has its lim its. T he custom er is no longcr im prcsscd by fees One doilar, nマO d01lars

cheaper.... In such a business clim atc it tt thc qualttγ Of appttcatiOns that cOunts, I
'
In

sure. G ood qu
2alit/ applia tions ―thatt thc tty tO successtt enci clem ent. In tt t m y

com pan/ 1s heavily investing in son arc to w in. I aln sure it Hた1l bear i uitt sOOn Or

iater.
l
 H earing this l thought,

'
T his C E O  is not a good m crchant.H e tt a fool.H e holds

th c custOm crs chcaP `
1
.・・H OW  w ili thc custOm er bch ave: If the som are is good the

CllStOm Cr W il be lllred natur迅ァ.H c m ay prctcnd that hc has been captured for a w hilc`

B ut this stttus航1l nOt lttt iOng bccallsc som arc deve10ped by a securtties com pm y 抗11

soon or later glve w ay to bcr cr sOm arc dcvcloPed by sped alized sOm are com panies.

T hc custOm cr ttl sOOn cscaPc.H uge m vestm ent w 』 go dow n the drttn .m at航1l the
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O pen Partnershtt OfM iS_ i

H iroshi T aguchi, fOrm er P resident Of M isurm , w hosc bush ess tt catalog sales of

m etalic m olds, says,
W
O ur cOm Pany iS a purchasc agent for the custtm cr, not a salcs

agcnt for suPPlicrs.
“
H c arr eS thC fO上。w ing

“
T O put yourscr into the purchaseゴs shocs

is tO set the addcd valuc Of M isu航 鉦a lcvel thtt m atches the cost the purchaser bc恋 .

H a v in g  a c c O m p lish e d 血 ほ fra n c w O rt  th e rc  w tt  b e  n O  p rO b le m  if y O u  d sd O se  M isu rm
i
s

cott of buァin g i om  supp liers R ath er, 70u can h eigh tcn custom er satisfactiOn m uch

m ore in ttt  w ay.
・

T h c Ph i10sOP hy th at un dcrp ins T aguch iヽ aさsertiOn is
・
Serve d■c custOm cr to

魚述tatc his selectiOn ,
・
w hich るcxacdy w htt this P aper argues.L ct us scc h ow  T agtlchi

talks abOut his custOm er st ateg/t T hc fO■Owing are exccrpts from  his bる。k
"
n kusun」

(D onl COnceaり
Ⅲ
(1997)that ttustratc to his argum ent for inform ation dttd Osurc from

a custom er
i
s Point OfVicw .

“
I tell our PcOPle tO disc10sc 狂ヽisu■11

l
s iIIfOrm atiOn to anyone w ho necds it in

princiPle.… M Orc cOncrctely, M isum i P OsitiVely disciOses cach and evett PieCe of

infom ation on purchase cOnd i ons such as d sd butiOn m arkuP,arnount and volum e Of

thc ttade tO al bidders and lets thcm  cOm Pcte opcnly
7 w i h cach Other tO gct sd ected.…

F ro m  th e b e ttn n in g  h lis
w

m
'
S O tt c c tw e W 容 的 P ro c tlre g o o d s frO m  su p p lic rs th a t b e st

bencflt Our cus的血eヽ )not to sell by tt m cans whttcver was Produccdけm anuFacm ers
from  the standPOint OfsuPPliers…

R c c c n d y  th e re h a v e a p p e a rcd  c o m P a IIle s th a t cO p y  th c b u sh css m e th o d  O f c a ta 10 g

sc l in g  th a t is th e lifc b lo O d  O f  M isu rn i`… It is P O ssib le to  lこ算 呼 fO rC C 10 se th o sc cO p y c a t

c o m p t t to A . Y O u チu st Su e th e m  fo r th e M h g e m e n t O f in tc l c c tu a l P rO p e呼 宅 施 `… B u t

l did n。〔go w ith that idea bccause it is not tl s。lutiOn frOnl l上e persPcctiVe of thc

Purch asc agent busin ess th at can n Ot be carricd On w ith Out puttin g yourself in tO

custom cゴs shOes.1lstcad l urgcd m ァPcOPie to rcnect on our oPcratiOns and tOld thcm )
r
T he reasOn w hy w e 10st Our custom crs to tom petitors is because 、マe haVe Our Ow n

w calm ess,isn
tt itメ

T h is is because th e custom er is h apPァif he can buy n ccess4rァgOOdS frOm

iatecOm eぃat less cOst than frOm  M isu 面.It dbcsn tt m attcr tt thc ctttOm er w hether or

n o t th c  la te c O m e rs iIIlita te d  M isu ■11
'
s sc h e m e . T h e c u stO m e r H た上 g a in  n o th in g  if  w c

c ru c iけ th O s e  im ita tO r s . I a lw a y s in sis t th a t w e  s ttO u ld  n O t a ss u m e  a  m o n o p o lis tic

P O Sith n . It is n O t O n ly  b c c a llse  w e  m u st a b id e  b y  th e  a n tim O n O P O ly  la w D b u t a lsO  b c c a u se

it w t t  n O t d O  o u r c u sto m e rs an y  g o o d .

T his is a naturよcond usiOn as iOng as w c value the ∞ncept of
i
O penncss,
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