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Customers are differentCustomers are different
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““Customers”Customers”““Customers”Customers”
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Mass produced productsMass produced products
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There Are No Average CustomersThere Are No Average Customers

Increase customer segmentation by offering more Increase customer segmentation by offering more 
product varietyproduct variety

Put pressure on design departments to shorten time Put pressure on design departments to shorten time 
to market in order to respond to dynamic market to market in order to respond to dynamic market 
changeschanges

Increase customer segmentation by offering more Increase customer segmentation by offering more 
product varietyproduct variety

Put pressure on design departments to shorten time Put pressure on design departments to shorten time 
to market in order to respond to dynamic market to market in order to respond to dynamic market 
changeschanges

2009/7/212009/7/21tseng@ust.hktseng@ust.hk 66



Mass customization Mass customization 
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Mass Mass CustomizationCustomization

Provide products and services to Provide products and services to bestbest meet meet 
individualindividual customer’s customer’s needs needs with with nearnear mass mass 
production efficiencyproduction efficiency

Tseng & Jiao 1996Tseng & Jiao 1996
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Winter?Winter?
Some unsuccessful cases of mass customizationSome unsuccessful cases of mass customization
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In the mean time more start up In the mean time more start up 
companies in customized product.companies in customized product.
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Successful casesSuccessful cases
CafepressCafepress: : 

Established Established in 1999;in 1999;
IPO on 3/30,2012 on NASDAQ (PRSS);IPO on 3/30,2012 on NASDAQ (PRSS);

ZZazzleazzle::
Ranked within top 50 of world most valuable start upRanked within top 50 of world most valuable start up
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Spring? Winter? Spring? Winter? 
Number of papers on MC doubles in the last decadeNumber of papers on MC doubles in the last decade

Product variety continues to increase Product variety continues to increase 

With the maturity of social media, expressing self With the maturity of social media, expressing self 
becomes an increasingly important need; becomes an increasingly important need; 
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Do you think mass Do you think mass 
customization is a fairly new customization is a fairly new 

hype?hype?

§ The first emperor of China, Qin Shi 
Huang, commissioned a vast terracotta 
army to protect his mausoleum 

§ The army consisted of 7.000+ soldiers
§ The emperor wanted the soldiers to be 

diverse in appearance to reflect the 
uniqueness of soldiers in real armies 

Source: Jane Portal and Qingdao Dan, The First Emperor: 
China's Terracotta Army, British Museum Press, 2007

Mass customization has existed 
as practice since 210 B.C.
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Increase Size of Crowd to Meet Increase Size of Crowd to Meet 
the Scale of  Economythe Scale of  Economy
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ConfigurationConfiguration
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On demand manufacturing, On demand manufacturing, 
3 D 3 D printingprinting
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Customized Apartment Customized Apartment 
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Mass CustomizationMass Customization
MMeeting eeting customer needs customer needs closely closely is always is always right thing to right thing to 
dodo

MC MC can come in can come in as softwareas software, adaptive customization, , adaptive customization, 
identityidentity--relevant designs; relevant designs; made to ordermade to order

MC will take different forms in different MC will take different forms in different productsproducts

Low Low entry barrier: entry barrier: Low Low technology barrier, technology barrier, Low Low 
licensing barrier. licensing barrier. 

Consumers acceptance Consumers acceptance on design on design their their own: own: will will 
customers spend customers spend effort on some effort on some intangible features?  intangible features?  
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Open SystemsOpen Systems
Continuously Continuously interacts with environment.interacts with environment.
Information, energy, or material transfer into or out of the system Information, energy, or material transfer into or out of the system 
boundaryboundary..
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Stable environments 
with low complexity

Changing and 
Uncertain 

environment

OpenClosed



Open Open SystemsSystems
Open source software has Open source software has achieved achieved success since its success since its 
emergence in early 1980s. emergence in early 1980s. 

Can Can open open systems extends systems extends from from software to physical software to physical 
product fieldproduct field. . 
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Open InnovationOpen Innovation
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Open Customization Open Customization 
-- a working definition a working definition 

A paradigm that motivates people to A paradigm that motivates people to 
participate, to create, to learn, to participate, to create, to learn, to 
acquire,  and to recover in providing acquire,  and to recover in providing 
goods and services to fulfill individual goods and services to fulfill individual 
needs, not only products, but also the needs, not only products, but also the 
process of producing, with fair process of producing, with fair 
competition.   competition.   
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ReRe--think Manufacturingthink Manufacturing
Manufacturing is not only doing it efficiently, Manufacturing is not only doing it efficiently, 
meeting customers needs is as importantmeeting customers needs is as important

Manufacturing is extending from products to Manufacturing is extending from products to 
services but also the joy and dignity of doing the services but also the joy and dignity of doing the 
workwork

OpportunityOpportunity——open systems platforms for everyone open systems platforms for everyone 
to participate, to create, to learn, to acquire, to to participate, to create, to learn, to acquire, to 
produce and to recoverproduce and to recover
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