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Abstract

The Merits and Limitations of Relationship Marketing
in the Improvement of Matured Markets

Ichirou Harapa

Many scholars and enterprisers are facing with the difficulties to accommodate to the
changes of consumer’s needs and wants in the recent highly matured markets. Old type of
mass-marketing paradigms can not adjust to the recent rapid changes of consumers any more
which are made from individualities and diversifications of consumers in recent highly matured
markets. In this situation relationship marketing and customer relationship management (C.R.M.)
have received wide attention as a new paradigm-shift concept of marketing theory.

These relationship marketing and C.R.M. have the merits, such as the profits from the
increase of cumulative sales account, decrease of operating costs, profit from introducing, price
premium to customers, and so on. But at the same time these relation marketing and C.R.M.
are in possession of demerits on the other hand. The demerits are composed by improving
competition costs of mutual relationship marketing strategies, increase of discount and more
added services pressure from customers, non-conformity to break-through type innovation
products and so on.

The author pointed out the necessities to choice the customers who bring actual profits or
not. At the same time, it is important for relationship marketing and C.R.M to grasp the contents
of satisfaction of each customer in order to keep good and profitable relations with the customers.
The author also pointed out the matrix analysis to make valid accommodation to the customers in
recent matured markets.

In this matrix, horizontal axis is composed by brand-share in the particular products and
services categories, and strength of mutual commitments to create new values of customers is
located on the vertical axis. Using this matrix, author tried to make classifications of customers
into 4 groups. Points toward reconsiderations of relationship marketing and C.R.M. in each
customer group were tried to show in order to make some improvements in these fields. In the
first domain of this matrix, the author pointed out efficiency of making trial users to customers.
In the second domain importance of fencing the customer from competitors was shown as one
of the relationship marketing strategies. The importance and conformity of sharing information
to make joint new values with customers was shown in the third domain. The importance of
customer equities approach and possibilities of a harvest policy for customer were tried to
demonstrate in the forth domain of this matrix.
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