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Abstract

Sales figures of small and medium-sized companies in both manufacture industries and service industries
across Japan have been declining. Furthermore, the average productivity of small and medium-sized
companies is lower than big companies, which in service industry is especially lower than the other industries.
Down the road, we can estimate the further development of service in the economy and vicious competition.
This recognition of current situation makes it necessary for manufacturing small and medium-sized
companies to enhance the service and improve productivity of the service, as well as coping with [oT (Internet
of Things) as a method. Innovation is expected to solve this agenda, which requires effective and efficient
management tools for small and medium-sized companies to utilize in building up the strategies.

The purpose of this study is to suggest some frameworks for manufacturing small and medium-sized
companies to effectively build the effective business strategies, which cater to the anticipating business
environmental changes to try to improve service and productivity. The novelty of this study is to provide the
method to improve the marketing and operations strategy for each company, while previous studies have not
shown the methods for each company to figure out the concrete improvement in their business, although they
have revealed characteristic of the service, pointed that lower productivity in service sectors comes from
management ability of each company rather than industry characteristics, and there is room of enhancement
of productivity and profitability by management improvement. The novelty of the frameworks that this study
suggests is that they include a framework that makes it possible to draw a strategy through marketing and
operation, and it enables to put focus on the supply chain when existing frameworks are for individual themes.
This study, therefore, suggested some frameworks, on the base of basic marketing process, for building up
the marketing strategy seeking higher customer value in use that service especially emphasizes, and operation
strategy to perform the marketing strategy.

Since these frameworks should be effective and efficient, and easy to use for the manufacturing small and
medium-sized companies, the agenda is to validate 1) availability, and 2) efficiency in building up the
business strategy. This study validated each framework by the previous study, using in business seminars,
interviewing the top management, or showing some concrete examples.

As a result, this study suggested some frameworks that have the particularity of the string of usage from the
marketing to the operation, which are the tools to effectively build up the efficient business strategy to adapt
successfully to the business environment changes by anticipating development of 10T, and seek service and
higher productivity. Thus, this study successfully achieved the purpose.

The agenda ahead is to develop the learning program to utilize the frameworks this study suggested, and
practice and improve. Because it is necessary to take learning process with discussion and exercise to utilize
the frameworks. The program should be prepared for the seminars or training courses for executives or
successors of the company. The fusion between the theory of this study and practice is expected to develop

by reflecting knowledge, which the practice of the learning program will bring in, to the theory.
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Service products have been variously developed, however, they are in common with having a high
correlation between customer satisfaction that directly links to high cooperate performance and
employee satisfaction. Therefore, improving employee satisfaction is the agenda of the service entities.
In this paper, we consider that higher employee satisfaction is continuously kept from “knowledge and
the higher skills”, “high morale”, and “corporate structures” that support these two elements.
Structures are inevitable to direct and keep the higher knowledge, skills and high morale with the
performance oriented manner. So, this paper will propose the effective structures for employee
satisfaction by selecting the key elements that the structure should contain, and building them up into
a framework. Then, look at the validity of it through a case study of RECRUIT Holdings, which has

had high performance and high employee satisfaction and other cases.
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Internet of Things (IoT) will bring about substantial changes in not only things, but also the whole
products that consist of goods and services. However, we should understand that IoT would not change
everything, and big changes would occur in the basic framework of the competition. Therefore, we
consider the success factors of the service entities in the upcoming Internet of Services (IoS) era. In
this study, we show the agenda of IoS on marketing and how to develop supply chains, by considering
the changes in customer needs in the development of IoS, the environmental changes business,
including new launches of service products utilizing loS, and the particularities of services that will

not change with the development of IoS.
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Historically, the development of services by manufactures began from after sales services. The service
base has now grown to include sales activities, outsourcing, and developing products and business-
like solutions. In recent years, the customer satisfaction perspective has played a key role in the
emphasis on co-production or customization. Co-production or customization is expected to be a key
factor in customer satisfaction, and originates from the concept of “co-production with the customer,”
which is a basic feature of services. By considering the means to establish co-production with
customers at each link in the business process of the manufacturer, manufacturers can shape unique
strategies to serve their customers. Therefore, this study examines and suggests a framework to

consider service strategies.
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