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poh ts (cquiwd ent tO a 5% d scouno .T h c com Ptty d aIIIIs,hOw e■/cr,tllat thc eFFcct Of its

P Oin t System  on sales 、vas n Ot com m cn su ratc 、マith th c am Oun t th c cOm pany w as

sPcnding to m aintttn thc systtm .

O IIlin e b O O k se lle r A n ■a zo n  is a  w c ll_k n O 、マn  CX a m p lc O f tt c O m P a n ァ th at o IIc rs

re c o m m e n d a tiO n  se郎 lc cs. E ぬ p ag c O n  d ■c cO m p 狙 / s V e b  Sitc k ts a d d itiO n 』 itcm s

th a t M ′e re b O u g h t b y  c u s tO m e r s w h o  p u r c h a s c d  th c c u r r c n tlァ d isP la y c d  it e m

Furtherm orc,d■e W アcb site alsO d sPiays pcttonalizcd prOduct rccom m cndttions based On

each custom er
'
s p urch asc h istOry . C ustom crs can alsO sign uP tO rCCCiVe c_m all

nOtiflcation s w hcn cver n c、マPrOducts arrive th at in atch kcy輛′ords sp eciflcd by th e

CtlStom Cr.

H as Am azon's rccom m cndation setticc cOntdbutcd tO thc cOm panプS abilit/ t。
d si n g tlish  itsc lf frO m  O th e r O l■lin e b 0 0 1Kse llc rs P N c 8 0 rO  a l■d  K a d O w 施  (2 0 0 3 ) c o n d u c te d

a study of 500 onlin c bOokstOre custom crs in Japan , and found that 47% of th cm

shoPPcd Prim arilj
7 at Am azon .co.,P W h Cn w e aslted thcm  w hat thcir reasol■s w erC fOr

purchasing bOOtt Onll■e,the m Ost frequcnt answ ers ttcre
“abundant selccton" and

“
h cap shipping cosも.

"
Evcn w hcn w c asked fOr add tiOntt rcttOns bch nd Ptrchasing

onlin e, Or w hy som e custom crs h ad sw itch ed frOm  Oth er stOrcs, tlle cxisten cc of a

rccom m cndttiOn scw icc was rarcけm cntiOncd as a ttctOr.o nけa pOrtion Of
“hca、γ

uscrs
"
In cn tion

`̀
because th c recOIIIm en da[iOn scrvicc 、vas h clp ftll

"
as a factOr in

釣vitch ng fI
HOm  anotl■cl stOrc

B tted On thesc flnd ngs,w c scc th at OF ering a rcconlm cndation scぃ′icc dOes nOt

contributc tO a cOm pal■プs ability tO diITcrentiatc irsclf frOm  its cOm ped tors IIIstead,

10w cr shiPPing costs,w idc varictt and scard i ttnction述りsecm  tO bc thc m Ost ded sいに

factOrs.酬Z Icn it com cs tO hcawγ userS,hO将軒cr,recom a■cndatiOn scw iccs are som cw llat

efFcctl■/e.T hc salllc dung can bc said Of POint systcm s;w hユc they can havc sOm c im pact,

thc cOst_cFFectivencss ofthcsc seぃ′iccs can bc qucsd onablc.

2 .C Om ped d tt Z On e A n alysis
`̀
C om p ctitive zOnc an alysis

''
is a uscftli m cth Od)。r frarncw Ork, fOr analyz ing

cOm pcttlvc to。ls that are only subtけcttct市C.T hc upper graph in Figurc l indicatcs tl■c

h w act tl■at disPariげ bettccn com pct ti、c tt tOrs has on cOnsum cぃ。T hc iOw cr graph

ind a tes thc と。stt assOd atcd Mたth d■tt inpact
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and com bining th e dtta, it is POSSiblc tO dcterrnine the current com petitive ad w
r御■tagc

(d圧& rend ation) ofa prOduct.

Elim inating the avoidance zonc is onc of thc stratcttc コ宅り容in w hich tO clcariァ

赴IFerendttc a product frOm  com petittrs
'
prOducts.If a Partictllar∞m pctitlvc factor Of a

product is inferiOr tO d at Of com Petlng products,then the ne旨ltIVe dおparit/ sholdd bc

k c p t in  th e  p e
rIIIIssib lc  z O n c . If  d ■c  n e t t tlV e  d sP a rit t  e n te

rs th e  a v o ld a n c c  z o n c , it c o u ld

havc a dctrll■enttt cIFcct On ovcrtt dir crcntiation cfForts,

A t thc salne tim e, it is nccessary to incrcasc tlc ntIInbcr of com petitlve factOrs h

dle cIFe慈 阜zone.If a com petitw c 丘【的r fals intO thc cxcesslve zone,em phastt shOuld bc

Placed On cOst reduction ratller than im provcm cnt ofthc disPariy lC■
7cl;resources shod d

be allocated tt othcr cOm pct tw e ncl途.

恥ヽ【n、vc conduct a com pct止血 zone anttr iS On A m azon co.テp
'S recom m cndatlon

scttcと,w c can deterIIlillc that for light llscrS the settce t t s into tl■e perh issb le zonc

a n d  fo r h c av / u se tt it m O v c s tO  th C  C IFc t t c  z o n e . If w e  c o m p a re  th e  in v e stm c
IIt m t t c  b y

th c  c O m p m y  to  d e v e
10 p  th e  rc∞ IIIm c n d a tio n 将ミte n 3 tO  th e  sぃ te

n ■
'
s e 3 発c tN c n c ss, 、v c

m a y  sc c  th a t it c o n ti b u te s 的 O V C ra l  d fFc rc n tit t o n  C t tЮ u g h  iお e t t c t市 e n e ss 
is tt■itc d l .

3.A  C ase IIIustraing P itfans Of C ustom er R etent on ttd宙呼

In  th is scct10 n , M′c co n d u ct a co m p etitiv e zo n c an tty sis O n  cu sto m cr rctcn tio n

a c tiv ities iェlP icm cn tcd  b y  T su tay a O n h n c (T O L ), a le ad in g J a P a n CSC O n h n e

cn tcrtain m en t sto re. T O L  ran臨 th i d  in  m 由1-o rd cr sales o f m u sic C D s, fo l10w ed  b y

A m azO n .co .,p  an d  H M V ` C o m p arc d  to its co m p etito rs, th c cO m P an y  d ev o tes

considcrable resources to m anattng a Point systcm  and an ←m ail rccOm m endatlon

sc r v lc c .

A cc o rd in g  to  a  2 0 0 3  c o m p a r慈 ミ stu d j
7 o f  o n lin e m u sic sto re s (sc c F i3 u rc 2 ) th a t

w a s c o n d u c tc d け th e r a P a n e sc ln tc m c t su 郎 ヴ CO m p 狙 ン V at t b O n d , C D  b u yc rs c h o o sc

O n lih c stO rc s b a se d  o n
“
in cx p c n siv c sh iP P in g ,

" て̀
SCle C tio n )

''
a n d
`̀
re a l‐tIIn c a v a ila b ility

infom ttion."T O L rankcd third in tt dlree cate80rictt A l■■azon c̀o.,P ral・ked the top h

ali thrce,folow cd by H m lv ,T hcse rをm ttngs arc dlc sam c as thcir rcsPcctW C m 左1
-order

salcs ranttngs.

In rcsPect tO the less im portal■t ttto蕊
―“Pa/m ent m edIOds

)
and
“
Poh t sがtcm s

" 一

T O L  ra n k c d  a rst a n d  A m a z o n  c o 。,P  ra l.k c d  th ird . B a se d  o n  th e se resu lts, w c C O n d u c t a

com petluvc zone anttr iS OfT O L
'
s Poh tSドtCm  and rccom m cndttion settcc

B ccausc w e do not kn O、v th c dctailcd costs Of th Csc m 70 cuStom er rctcn tion

２
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S/ StC m  d O c s h O t e fFe c tiv c lj
7 e n お lc  a  c O m p t t y  to  d istin g d sh  t t c lf frO m  iも c O m p e t to rs; a

cha n store cannot com pete 、vithout OF cring POint Cards, and yct it canno( bcat its

∞m pedttrsけ。IFc五ng POint cards,cither.

If T O L sim Plγ devotcd m Ore rcsourccs to custom er prioritγ areas in order to

com petc 宙th A IIlazon.co.,P and H 劇 , then the あm Pctit On w Od d resuh in a m ere

bi tle Of strcngth. Instead, T O L needs to fOcus On bctter consistentt upon rcsources,

operations, and diIFercntiation eFFOrts T he difFcrcntiation systcm  diagran■is a use島1

m ethOd,Or i 7am ew orL  for a砿レing ttS three,Pillar structurc

A s F igure 3 in dicatcs, differcntittiOn eFfOrts that attract custom cr attention arc

th osc that h ave been sr tCttatiZed and are bascd on the cOm P tty
'
s rcsourccs (assets and

caPabilities)I T h c grcater the consistentt llPOn reSOurces, op erations, and d fFerentiation

eg orts, th e m ore P OSSible it bccOm es to cnsure sustttn cd dir ercn tiation (cOm p ctitivc

ふ 蕊 tag)

F igure 3:D itterelltiatioII System  D iagraIEl

D i飽 距lltlatlo n s

T O L  h a s o n c m ttO r b llSin c ss lcsO u rc e th a t is tt fflc d t FO r its c O m p c tito rs tO  im ita tα

a  ch ttn  O f  rO u ぞ畑 ァ 1 ,0 0 0  Sto re s. T O L  is d ■e cO rc b u sin e ss O f P a rcn t c o m P m y  C u lほ rc

C onveIIien ce C lu b , an d its clicks―an d_m Ortar stru ctu rc scts it aP art frOn■th e

C O m P C titiO n . T O L
'
s P h y s ic a l s tO r c n c ぉ″o rk  is s O m e th in g  th a t w O u ld  b c c x tr c m e lァ

出IFlcd t fOr A m azon .co.テP and H N IV  tO im itatct
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5.C on clu sion

U siIIg com petitive zone an
ralysis, w e h ave exanlined how  variolls com petitive

factOrs, h d uding custom er retention m easures, contribute tt d ttёrcntiation .V e have

alsO cOnsidcrcd im prOving consistentt upOn resources, operations, and dirFerentiation

effOrts as a diffcrcntiatiOn stratc餅.A s a rcsult, w c con d udc that stratcgics thai arc

出品ctlt FOr cOm pedtoもto lIIlltate are thc m ost cfFcct市co E IFccttve ttC Of thesc fm din拶

could h elP com pan ics avOid Overratin g custom er retention activities aIId instead

ittPlcm cnt C R M  that beneats their overttl d田とentittOn stratettes.
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