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Customer Experience Value Creation

Module II 

• Understanding Customers
• Customer Perceived Value Model
• Product-Service Systems
• Co-Creation



Rasool, F., Koomsap, P., & Costa, M. C. (2017). Characteristics and 

potential for successful co-creation. Journal of Industrial Integration and 

Management, 2(04), 1750015.



How are your customers today?



Company Customer
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Risdiyono & Koomsap, P. (2013). Design by customer: concept and applications. 

Journal of Intelligent Manufacturing, 24(2), 295-311.



Co-Production to Co-Creation matrix
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Chathoth, P., Altinay, L., Harrington, R. J., Okumus, F., & Chan, E. S. (2013). 

Co-production versus co-creation: A process based continuum in the hotel 

service context. International Journal of Hospitality Management, 32, 11-20.
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You can give your ideas

All we do together 

with you

We prepare for youWe design for you

Co-Production to Co-Creation matrix



Rasool, F., Koomsap, P., & Costa, M. C. (2017). Characteristics and 

potential for successful co-creation. Journal of Industrial Integration and 

Management, 2(04), 1750015.

1 2 3 4 5

Steps for Achieving Higher Levels of Co-Creation



Nice-to-have: If a firm has these characteristics, it will be 
an advantage for the firm, but not having them will not result in 
any difficulty during co-creation.

Should-have: A firm should have these characteristics if the 
firm wants to co-create. Otherwise, it will be difficult for the firm 
to co-create, but still the firm will be able to co-create.

Must-have: A firm must have these characteristics if the firm 
wants to co-create. Otherwise, the firm cannot co-create.

Rasool, F., Koomsap, P., & Costa, M. C. (2017). Characteristics and 

potential for successful co-creation. Journal of Industrial Integration and 

Management, 2(04), 1750015.

3 Important Characteristics for Co-Creation
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potential for successful co-creation. Journal of Industrial Integration and 
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Rasool, F., Koomsap, P., & Costa, M. C. (2017). Characteristics and 

potential for successful co-creation. Journal of Industrial Integration and 

Management, 2(04), 1750015.

To investigate firm readiness and potential 
for co-creation, 17 characteristics reported 
in the literature were identified. These 
characteristics are not related to firms' 
technical or operational capabilities, but 
they are focused on the managerial 
approaches and mindset of the firms 
instead. Therefore, they are equally 
applicable to all the industrial sectors and 
product categories.

17 Characteristics

1. Two-way communication channel
2. Staff training in customer relation
3. Manufacturing personalized items
4. Firm willingness
5. Effective information-sharing
6. Effective management of the new content
7. Mass customization experience
8. Communication among end-users
9. Exploitation
10. Current market share
11. Satisfaction level 
12. Multiple communication channels
13. Screening system
14. Effective information management system (IMS)
15. Openness to ideas
16. R&D activities
17. Flexibility



Rasool, F., Koomsap, P., & Costa, M. C. (2017). Characteristics and 

potential for successful co-creation. Journal of Industrial Integration and 

Management, 2(04), 1750015.

Weighted Score for Each Characteristic
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Case Study

Firm A, is well known for its sports shoe 

wear and worldwide market leader in 

manufacturing and distribution of football 

shoes. 

A
Firm B is well known for its low-cost and 

high-quality shoes. This firm is famous 

for the manufacturing and distribution of 

formal shoes and is a market leader in 

the category of school shoes for kids. 

B
Firm C is known for its luxurious and comfortable leather shoes. 

This firm is one of the market leaders in leather shoes 

manufacturing and distribution in Europe.

C



Rasool, F., Koomsap, P., & Costa, M. C. (2017). Characteristics and 

potential for successful co-creation. Journal of Industrial Integration and 

Management, 2(04), 1750015.

Case Study



Design by 
Customer

Risdiyono & Koomsap, P. (2013). Design by customer: concept and applications. 

Journal of Intelligent Manufacturing, 24(2), 295-311.

Design by Customer



Design by Customer
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DBC: 

Multi CIDP

Customers can flexibly 
involve in any stages 

• Select
• Combine
• Modify
• Design

Design by Customer

Risdiyono & Koomsap, P. (2013). Design by customer: concept and applications. 

Journal of Intelligent Manufacturing, 24(2), 295-311.



The general processes of the product attribute analysis

Risdiyono & Koomsap, P. (2013). Design by customer: concept and applications. 

Journal of Intelligent Manufacturing, 24(2), 295-311.

Group 1:
Fixed, no 
modification is 
allowed

Group 2:
Customize, 
provide 
variety

Group 3:
Flexible,
Customer can
Modify or 
design

Any 
engineering 
constraints?

Possible and 
easy to make?

Can it 
increase 

satisfaction?

Identify some 
important 
product’s 
attributes

1 Analyze the 
flexibility 
level of each 
attribute

2 Classify 
attributes 
based on 
their 
flexibility

3
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Crowdscreening Process
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General platform for 

DBC manufacturing system, 

especially for visual design



Design by Customer

Risdiyono & Koomsap, P. (2013). Design by customer: concept and applications. 

Journal of Intelligent Manufacturing, 24(2), 295-311.



Attractiveness level of product flexibility

Risdiyono & Koomsap, P. (2013). Design by customer: concept and applications. 

Journal of Intelligent Manufacturing, 24(2), 295-311.
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Production processes of DBC table clock
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Multi CIDP 

user interface
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Initial solution space for 

table clock customization 
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New primary solution space 

after the first round of 

crowdscreening process
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Journal of Intelligent Manufacturing, 24(2), 295-311.

Examples of finished DBC products
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