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Advanced Service Society:
From Full-Service Relationships to Self-Service Relationships

Seiji ENDO

Abstract

The self-service system was invented during the 1910’s by Clarence Saunders.
His idea influenced not only various US industries, but also those of other nations.
Particularly, many Japanese companies applied his innovation into their retail and
factory operations. One of those most profoundly influenced was Taiichi Ohno, who
established an innovative production system called the “Lean production system.”
Later, Ohno’s idea inspired Customization. Thus, the objectives of this study are the
following: reviewing both the self-service and production systems, examining how
customization is established, and discussing the future of Customization.
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S, FOvav¥rys - TutAP#EALTZ%0T, LV T - -V AD#ED [F—]
EbEEZONL, TTICH Yy —A0E LA Bty a vy EY T - Tar i, A
VE—Fv b vav ¥ TTEELDDHL, FLT, A ¥ =%y EELTYavEy
ThEDPITTbNDL I AL ¥ =23 v 20T, BELREVT - =Y R - 2T 24 (e,
BLRR, BGETEORIN, I HEOBRIR, BEOBRIRRE) X VHBEEAS SR
DYav¥ry - FukAxHSTIAY A= VTEL I ho72DThHb, 5HIE, 25
BHENVT - H—CR - VATLOHEICLE I AT A ¥ =3 ¥ 30IANTT, HbHViE
Industry 4012 C, 4k T7 /7 uy—oififbl i, S62HHLYa vy T -
T APHELTHS 9,
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ZOEMKTIE, Automobile (FHEjH) 25, B [HEELT] B2 L)1, #RF~ AL €=
va vy 30RESIHEILTATHA Y. T2, THETOIAISIAE—T 3 ¥ 2012BVT,
NeF X VEMRICBIEL =2y "D ELT 2 70V —=Thod, BRy b7,
VTV TONRIESICRR S NS X)X, Bz HEMLESY— C A RE L &
D, WAIRA X =2 a v 30DBBEDOIDERDLTHS ) HnT, VT - H—ER - ¥
AT LADHALZ D, GHROMEZOFED [F—] THHLEEZL, 2Fh, dHOWIHHMMES
MBREVPHGSHET [£2251] 2BLIEDBEICBLRATVDEEV) ZETH 5,

VI $&%

ANRTIE, 19HAR A DU O K L004F B O KR EFE 2 B 1 2/ oe 3k & kSO BIfRICEH L,
HNAIRAE =V a vkl &7z, TOWT, FRIEVT - H—VC R - VAT HL) =V -
Tuysay s YATLAOBRICERL, WMERIIBILIMALTATTH, WEEOLE
P FICHSG L TELILEML. 2F0, V=V -TJu¥rsyary . YATLIE, ¥
F—ADTATTEMKLDD, MKWICEKEZAE, XN eTaysrday VATLD
L MREN LM EEOTA F T2 EARLTEZ, ZLT, SHICHENLEYTIA -
Fr—VEBELIZOTH 5,

2F), Y=y - Tayrryary - VATFAL VT IAV—RHBELED SO L ERE
ETUT YAy VAT LADOHFIIN=F =L LTS5 7a =00 (i, 48
HHE) GZHRETHEESIN TV SO THL, TO%, V—v - Tuyrary - - VAT A,
L7 =%y FO—FEFEE~NDERIZEY, IAFIA ¥ =T a ryE2EAB LTV,

DEDX ) %R ZHE R, GHOHIAIIAE—Y 3 VIO T —< & LTKRD 2 DDHf
FED N AE % D TIT & 72\

1) #HiletV7 - H—EADOME .

Py —20%, EHEHFOBMRIERL, A BRIAPETIFAHIC, VT - H—
YR VAT AREARE L7z, BT, B4R —EXT70tR12BWT, JK{frbh
X910, BIZIE, SR OESRE), TEIUEEHR, ST VOHBF v 7
AV &TINREDRDHD, 5, E5LbELVT - =¥ 2{LDHhOHT, 55—
ADEZELEEHILORNI A BTl & E2 5, 222, HeRT27 /0
Y — (e.g., Robot and Artificial Intelligence) 2SZNZNIHEZE TV TH A9, TN,
FIRFICE SR BMITTDIN— ) F NG A AIIL =T 3 VOB AORITTLH S (Rust
and Huang, 2014), 22T, ®¥EFVwrhbtL 7 - —E X - Y AF A ZHEE L T
o, iz, FoRMEREBO NI EE 2 TITE 720w,

2) Bl R S A T 2 ORES
S 5% 5% — 2 LS OIEEO T, B o mEEHI 2R EDOZ/EA~DOHREDE 2 &
N5, 198044121, AW (Goods) D FVEIZOWTHIZEDS 2 8N TE 7 (e.g., Garvin,
10 HER AR BULAH
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1983), F 7z, LM (Services) DEIZBI LT, 19904 % HIMIHIZEDHEA 7 (e.g.,
Parasuraman, Zeithaml, and Berry, 1988), % L CHEM L #EM O@E S ELH T (eg.,
HERFERRE), WEFHGOH 72 o H kA EA TS (Rust and Huang, 2014), % 72,
G, WAYRAE =T a YOI X D =Y F U EGPHE S ML T, WE
FHilios, YA - Tayyvary - VAT AOPTHRAIWIZOAT SN, FHEiEs AT A
TIEHIETE %< %5 THA9 (Ghose and Beibei, 2012), #Z T, —A—ADEL S =—
RIS T A & 9 i IkEDEILE, SHBOTAI< A E—Ta Y O#ITL D
ZALTOLTHA)e 2F 0, MEDOHNAF <A ZTH Y 8=V FF 4 XL TH b,
o T, SHOBHDIE (ie., Goods and Services) DFFlilCOWTE Z TV E 72\,
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