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Value Co-creation Process with Customers based on

Knowledge Whitespace Model Concept for IT Products Business.

Kazuhiro Oshio
School of Knowledge Science

Japan Advanced Institute of Science and Technology

Abstract

This paper is a research on value co-creation with customers in the development of services and
products in the manufacturing industry. Servitization of manufacturing industry has become important
problem. In particular, the IT / Electronics products sector is not competitive because it is difficult to
differentiate products in terms of product performance due to the rapid progress of commoditization.
Therefore, in this research, targeting Japanese manufacturing companies whose main products are IT /
electronic equipment, in the process of service and product development in manufacturing, specific
value creation of value between manufacturing companies and customer companies Aim to clarify
various methods. In this paper, we propose a knowledge whitespace model concept as a value
co-creation framework with customers based on Service Dominant Logic in the manufacturing
industry. Separate the functions of the target service / product into two hierarchies, the application
layer and the platform layer, and remove the functions other than the most important function.
Therefore, this model intentionally creates knowledge whitespace and promotes value co-creation with
customer. We analyzed concrete examples of development of multiple services and products and
examined the effectiveness of the model focusing on relationships, information exchanged, co-created
value. Further the practical implication in this paper is to use the Knowledge whitespace model to
direct the developer's point of view to the customer's problem, and to encourage the remarks of the
client company. As a result, both the provider company and the client company have actively
participated in the development of services and products, and value co-creation has been realized.
Furthermore, by using the Knowledge whitespace model, it is possible to contribute to the profit in the

actual business.

Key words : Service, Value Co-Creation, Design method, Product development, Servitization
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I

e W Spirally development
< ¥
LIimplementation of service idea: K:Knowledge creation for new
Realizing service idea in customers’ service idea:
company Creating new service idea using

various technologies
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1. Product 3. Product . Activity ma-
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2. Advice and | |4. Product . Pay per
consultancy renting/ service unit
sharing . Functional
5. Product result
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BJ 2-11 Royce DRI 5B AT v~ (Royce, 1987)

Z OBRFEFIEITHFE T R EHEREL A THIUL, FRY RBHAENTE 57200FEMT
HDHZENEETHD, —FHTHBEOBRFICHEEN S OMLEERER e PN B - 255
ICIFFRYDREL, FHECRITDL LW Z e biEfiEsnd, LLaenb, Utr—
B —7 F— VIIBRR DR HNALEDR B E 022 5728, BT E - TIMEEESCEH
DAV BEGIZR DR EA T v FHREL, BAROBIERE TIZZ DOHKRER &)
O b —KIIZHWON OB FIETH S,

VA —H =7 3 —/MIINA, EEE, RN T 7 o — g VRS & LI
HUH—2—T7 4= NRBEARFEBITOND LOICR> TS, U+ —F—T F—)b
BMOROHENRbDIXT V¥ ANV ThDH, TVYANBEBFIEEIECY 7 by =T OH

33



BFEELTRASINTED Beck B 17 ADOT Vv A VBB FIEOFTEEE Th 5 Agile
Alliance (2001) IZL2DT7 VX A NVESLET ¥ X A VBB TFIEEEIND L 91278572
BHRFIETHD, ME—DELWV] 7 V% A ABFITHFE LRV (IPA,2018) 23, 7%
YA NVBRARFIEL F I AEESTADOREZRZT, BE~OXISR EOERRAZEL Z
T K BRECHEM A R B EAT L2 HETHY . UM CTHBNE L RETZ &0
¥r¥CToH 5 (Highsmith & Cockburn, 2001) , Z D728, FMH - (K= A | - (LA Eh &
Wl XD R ZEHW 2R D720 (FA, 1M, 2009) L, B 7 hY =7 @K
(iR D Z LB L OBICERCIUST 2 2 & (nl, IIF, &R, JI1E,2012) #H
F1E LTHEAIND ZEREU,

AT TAREZI AN =T 0TI I TIET Vv ANABOFEO—D>TH DL, A
7 Z MEEH . TN (1986) @ [The New New Product Development Game| (2548
2R bOTHY, BREOEWHARKOIEREDOHBE T ELZ T 78 —DA 7 T NI %

AT ENbDTh D,

X 2-12 DX ST V7 AV TIEHBE DR T TRED T 4 — R8N 7 & 2D
BENDRPNTU 4 —H =T =)V EDRERENTH D, T/ AP =T 0T T I
7% Beck (1999) IC K VRBIIL, AV T LDE X FH 2 IEIT L0 FRPEEG L72BRFEF
ETHD, INOOFEFTHEEEROZLIZHIGETE 5 BNFHTHDH—FH T, RO
BHEPHMHETH DD T vy =7 FRRBFORBL VN TE T, aX MIRDY X7 %
BRTRETOTr Y =7 METER G5/, OO KRB TITHW
D2 ENEHELWNGERZ,

Unidirectional Development

[Vendor ]—’ Design E> Implement E> Test |:> Release —)[Customer]

Interactive Development

[Vendor ]—p Design E> Implement E> Test E> Release —ch“5t°mer]
=
Requirements ¢ Feedback
analysis

X 2-12 Ug—F—TF—NVET V%A INDEN

34



TV ANDE D RRABFIEZ, V7 MU= T HBORICE— Y —OHREEOER
HED ANNDTDITITAMEELLND, —H T, WX m A TIIEE=—ZD
REFAEE L7 5720y (Ericson, 2009) Wb Tk, fEEI B\ TCIL Y
7 hy =T ORI Ry =7 ERFHCED DN D Z EHZ WD, (RO E T A I
MTHLT VXY ANDEZ T2 ZDEEFEITTLHIENEETRVWIEELZ W, T+
— X — 7 3 — VRO T A B LR ZEREZ IR0 ANDEIEZDOEEIC, 0D
TREZTHZ LT, BEETOY—E X - WGBHABICHAMNRTIEL 2D RERH Db
DEBZBND,

(2) y—ERFHA
P—ERTHA LT —EROFRGFTELR T, — AT A ORJRE LTI,
Shostack (1984) Y —E 2T N—FV o F 4 7N EIFon5,

Exhibit |  Blueprint for @ Corner Shoeshine

Standard Brush App
execution time poirsh Buft Collect
2 minuies : ] p———————== paymani
Total 30 30 45 ' 15
acceptable saconds sasConds) saconds saronds
expcution time
£ -
< Mranies Fal Wirong
o W
Seen Cloan Malonals
by CUSIOme! | choee (g, polish
dioth)
T
Shoomds | Facilitating products

Line of Facilitating services
winibdlity Mot and products

Ry CurShOaT

Dot P SSAry

o

periorTTAnC

2-13 —v 27 L—FY 5 17 (Shostack, 1984)

=R T N—TV T 4 T ORI —E A0 TH Y . BARH 72 T8 A2 ]
LT 52 L TR AZEHT I HETHD, LEAELONEEHLYSE

35



ZLTEbnc b T, —ERXEZRHRINO 7o —F v — e LTERL, &t
HLHEORATENEZRTHOT, M2-13 DL S ICEENS R M E 70y by —
R, Rx7eWnWilina Ny 77— e L TRBILTET,

VHAETIIEET YA v h 7 v (2015) ORETDHHETNEA YT RO X 5 7204
BT O AT VA CFEMERIND Lo TWD, XTAEAYEY RiTH
—E R BGERICR LT 11 ORHEEEL RIS LEFHENOIEONTZ LD THY |
K214 DE T HFA v TR EBELLTRLEBDTH S,

10 ik

Jie b
Develop

HEH,
Deliver

3t b,

Discover

X 2-14 FINFAYXYEL R (EETFTFA DT, 2015 DR E S &I KEBSER)

HZTNEA YT NITBEOF N & OfFRITIEDO G 2 HEH & R 26 0 3’ L TIT 9
ET N TH D, 3. (Discover) . [ €% (Define) . [ B (Develop) . [ ZEH | (Deliver)
D4DDAT— VTR S, TONEIZOWTER L (2012, 2017) OFHNFEL VY,
LRI L OfER & iz 4 DD AT — P ORIV TORT,
- I35, (Discover)
ZITHE A ROLOERA YA b (F—ERDOEEBRFHIRL D2 — P —D
R HCRIZOWTOHER) 2D, 2= —D=—XZRKEL T, T¥A1 DR
) MR O WTHEEEZIRD S, 207 2—XL, TELETHBEZILT, £<
DHBZFFROEET DA RBERICAZMTH 2 ENEELE R D,
- [7E#) (Define)
FABBE TG LA, A A b, Mk BIESCHER R EAMHAICHS LA

36



A LEASTLZETTFA viko 7T —~%2 7L —I 0735, ZOWY

FADOH T, RIBEOMRRIZEEZ KT TERIZOW TR L TENRITHIER 5

ATAN

- [2B8] (Develop)

I BRSO E R B TRE SN A RIR T D7D a7 &g R L T,
ZOEMED T—iE, P—EXADOMBEFEOEBICETHLALZ L THY ., £

DEDIZarv hoTa N A TETD, TOERE®RY KT Z & TRIEMIZHE

T DHHO~EESIT TN,

- 5281 (Deliver)

BT ZA R 2B U TTF A v D a7 FsieE L, MR 72 kR 2 15 7- %1

P ANFEEERCHBICRASND Z L0 b, EHREE I, EECHr»D
AN A 22 KPR R O B B2 E 3 2 L RRFICFHET 2 2 L1203, &6
IR 2B E 2 ET 256 bd D, EHRAICE L T o F

—LLOEEEL L BND,

WMDY —EAFHAL o THEIY—ERATIN—TFU T 4 v TIE, T DOMENIEARR
IZH—ERETH LK L, BIROT VA i, [ — b 238G & RSB S
%H_E T (Shih, 2009) L DOFEEO LI KT LHY—EREICRLT, WiEELZD
HIAICEEND L DI TW D, £, WOV — 2T, FEHP Y — & R EAEE R TH
DL, ZOEHBRIZER L TWHDIZx L, BUROT A %, [ —ERXFH A 1%

P —CERADOT A TTHRESCKRE OO V FEREAL, L LW RF~v—2 7 A =
VAEFEBT L0 flibivs, ) (Stickdorn & Schneider, 2011,2013) . & D& 2 J7 23 F i
THY ., KHEA72 BDEE ORBRME & 72> TO D EBRBROV—E 2T 1 o L3R
2o TWD, ZOXICBROF—EATHA NI HTITE VX ARG FETHY |

HH SN2 ERITY — B A EICRE S RV R & TR & R 05 ATl E D HL Al
FETHDHEDBEZDSL EDITONDZENRKRELERDZbDEEZEZLND,

37



2. 4.1 BREMIRE L IR

(1) TATT7REBE

ARRERERC ISR R T AT T 2R ET D2 ENEETH D, 747 7 RMEAEE LU
REFEH R HDOIZT VA A F—3 27 (Osborn, 1953) &b, 7LV A A=
. ZAETTATTEHH LA D Z L2k 0, BIBOEECH - 2 BB OF 5 & HFF
TOHRBETHD, ET VLA A NI 7%, IEAREDB VDT LA U TAT 4
YIHE L Hbid, VA VANV TIIHBETCTAT T2 RETDIN, 7TLA
TAT 4V TIEHE RIS TZ2BINEN Y — MNCT AT T 2 ESRARBEO N — &
WL, FIZ TRy — MIT AT T 2 EZAALTPL bOTHD (FiE, 2007,
F72, Osborn (¥, F=v 7 VA NMEBIEL TS, F=v 7 VX METHOLNUDUE
LI TRONSDF =y 7 VA NMIBEZDLZETHERTATTRIBTLHETHY
FBMOFAETH D,

1.0ther uses BI & : IZ HRIZ /2 0?

2.Adapt,/ A  MICZ DX 5L DG D)2

3.Modify /A : Bk, &, BREEZEZONZWVN2H LWT » TUE R0 ?
4 Magnify /JEiK : KO KEL TEDHMD?2MIBIELRTEXDHM?
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