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SUMMARY OF MASTER’S DISSERTATION

Student ID 81433219 Name Junichi Sasaki

Title  Design and Evaluation of System to Win Back Lost Customers of BtoB After-sales Service by

Using Non-functional Premium Value

Lately White Paper on Manufacturing Industries and other literatures point out that service business is
becoming important for manufacturers because it contributes to strong business models. The purpose
of this study is to design and evaluation of a system to win back lost customers of BtoB equipment
services. This system will try to achieve win back by using non-functional premium value. It is the
subjective one which customers define it as value for themselves instead of given objective functional
value. It used to be for design differentiation. But in this study, it is being used for customer
relationship.

For manufacturer, customer base is limited to only installed base if they don’t enter other original
equipment manufacturers service market. Therefore, to expand the customer base is one of important
topic for business growth. The segment of ex-customers can be valuable. However, there are
difficulties to persuade them due to strong switching barriers. If they switch service vendor, they need to
evaluate its service and the impact to their own products. And also they have to get alignment with
more stake holders for maintenance than the timing of purchasing. Apparently it burdens them. In
previous researches, most effective way to win back lost customers is to offer lower prices, offer better
service or both. But this study shows that they are not effective and sales rep are suffering.

The author found that customers have pain points in the phase of “research” for maintenance plan.
Their plan tends to be not accurate and inefficient due to “lack of necessary equipment/service related
data”. The system of this study tries to mitigate the pain by providing those data as non-functional
premium value of services. The non-functional premium value will remove the pain point and contribute
to rebuild relationship with lost customers by entering a customer’s process.

The system consists of four sub-systems. 1) system to storage all related data beyond departures of
manufacturer. 2) system to generate a summary report that is about customer’s equipment and
maintenance. It will contribute to increase a customer’s attention. 3) system to communicate with lost
customers. 4) system to provide detailed data and to encourage them to order. The author prepared a
prototype of whole the system and evaluated it in the actual business field of a test and equipment
manufacture. The results show that it can achieve wining back lost customers in higher rate than
existing ways. And sales persons agreed that the system can increase the number of service customers
and contribute to expansion of business.

The novelty of this study is to confirm that data which manufacturers have can be non-functional
value of services and it can achieve to success in win-back of lost customers in higher rate.
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