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Objectives

MCP – Mass-Customization and Personalization
INDIVIDUALITÄT IN MASSEN: MIT NEUEN IT-KONZEPTEN 
ZUM ADAPTIVEN DIENSTLEISTUNGS-DESIGN

MASSIVE INDIVIDUALITY: WITH NEW IT-CONCEPTS 
TOWARDS AN ADAPTIVE SERVICE-DESIGN

After this short introduction of definitions and best practices we 
would like to discuss 
¨ Products vs. Services – any Differences?
¨ What are the Challenges?
¨ Is the Technology available?
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Introduction
Mass Customization and Personlization – Definition

Mass Customization and Personalization (MCP) aims to 
provide goods and services that best serve individual 
customers‘ personal needs with near mass production 
efficiency. 
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Introduction
Mass Customization and Personlization

Advantages
¨ high coverage of customer needs
¨ lower inventories (build to order) 
¨ charge a premium

Disadvantages
¨ longer delivery times (build to order)
¨ customer needs time to specify exact requirements
¨ confusion in the selection process
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Introduction
Definition – Configurable Services

Intangible products with a significant service dimension, 
which can be customized to individual specifications from a 
set of options designed to meet a pre-determined range of 
customer needs.
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Introduction
Physical Products vs. Intangible Products (i.e. Services)

¨ services are delivered as is (no build process, no 
inventory)

¨ life-time of customer relationship typically longer for 
services 

¨ the process structure is typically more complex
¨ spending time for configuration is acceptable for service 

customers
¨ because of its intangebility, service customers might be 

overwhelmed by the given option complexity
¨ in a service business, a premium is not acceptable even 

though the service might be tailored to the individual's 
needs
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Introduction
Configurable Services

¨ until recently, services have mainly been sold through sales 
representatives, because of
n complex and unstructured services
è no componentization
è no productizing
è no process structure

¨ bottom line for configurable service
è streamlining of processes & products
è self-servicing (internal and external) enables a 

more efficient sales process (e.g. online-
commerce)

è customer can contribute to the innovation process



10053

Introduction
Service
Configurator
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Introduction
MCP – Process Context

Contact / Pre-Sales
Phase

Service Offering /
Contracting Phase

Service Delivery / 
Support Phase

Fokus-Area
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Best Practices and Pitfalls
Case I – «DELL – the proven Product Configurator»

…
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Best Practices and Pitfalls
Case I – «DELL – the proven Product Configurator»

¨ build-to-order delivers competitive advantage
¨ the proven case for physical products is being extended to

the service dimension
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Best Practices and Pitfalls
Case II – «Credit Application of a Major Swiss Bank»

¨ early commitment (1998/1999) for a streamlined credit 
process

¨ extensive service architecture

but

¨ business analysis not ready for service oriented architecture
¨ service proliferation generate dependencies which reduce 

flexibility
¨ hard-wired frontend applications tie down adaption 

capability
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Best Practices and Pitfalls
Case III – «Insurance Offer & Execution»

…
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Best Practices and Pitfalls
Case III – «Insurance Offer & Execution»

Third Tier
(Presentation)

Second
Tier
(Service)

Rule
Engine

SET basic 
Customer Data

GET basic Product Data

SET basic 
Product Data

Product
Terms & 
Condition

(PTC)

Service Interface Layer 

GET Option Data

SET  
Option Data

GET Pricing

¨ adaptive frontend with no 
hardwired business rules and 
product configurations
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Best Practices
Prerequisites – Business Side

¨ living «Mass Customization and Personalization»
¨ clean component structure of the respective service 

offering
¨ rule-based und adaptive component offering 
¨ ability to assess the single component and service

packages with respect to
n decision, customer rating, pricing, risk and 

compliance
¨ ability to follow-through after a successful sales-process 

with automatic execution and delivery
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Best Practices
Prerequisites – Technology Side

¨ cleanly structured service architecture
¨ open service interfaces and connectors

(i.e. Web-Services, etc.)
¨ business rule engine for offering
¨ central terms and condition database
¨ straight-through processing for execution and delivery
¨ audit and compliance measures 

(online contract execution, etc.)
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Wrap-Up
MCP – Destination Architecture

WE CLAIM

¨ There are differences, but they are managable
¨ The business-awareness for less complex, component-

based service packages and their processes must be 
developed

¨ Technology concepts and architecture patterns are ready 

¨ Products vs. Services – any Differences?
¨ What are the Challenges?
¨ Is the Technology available?
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OPEN DISCUSSION

053
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COMING UP NEXT:

NETCETERA EVE’05: DENKPLATZ ZÜRICH

MONTAG, 19. SEPT. 2005, 17:00 UHR
MOODS IM SCHIFFBAU
INFOS UND ANMELDUNG:  http://netcetera.ch/eve05

TEKZONEFORUM054
MONTAG 28. NOV. 2005, 17:00 UHR
MIT ROUNDTABLE DISKUSSION


