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Operational Tactics and Tenets of
a New Manufacturing Paradigm
“Instant Customerisation”’

Zhongjun Tang, Ronggiu Chen, Xuehong Ji
School of Management, Huazhong University of Science and Technology,
Wuhan, Hubei, China, 430074

1. Introduction

As high quality products and services have become a minimum standard rather than a
point of differentiation in many industries (Hart 1995), there is a markedly increasing
trend of individuality. Customers can no longer be thought of as members of a
homogeneous market. Survey results show that customers are demanding an increased
variety of products and customised products, and that customisation is not necessarily
linked exclusively with consumer goods (Ahlstrom and Westbrook 1999). Furthermore,
customised producers tend to involve customers early in the production process in order to
increase the degree of customisation (Duray 2002). Concurrently, time has become a new
and powerful dimension of performance (Stalk 1988). As customers move at Internet
speed, they need companies to respond at Internet speed (lansiti and MacCormack 1997,
Kirsner 1999). Customers are used to immediate availability from stock for instant
gratification; therefore, time has become the next battleground or the next strategic

frontier. In the past, customers were willing to wait for their specialised products, but

- now customers seek out vendors that can develop, produce, and deliver customised

products with instant fulfilment. In order to operate in a truly customer-oriented way, a
company’s goal is not to be led exclusively by customers’ expressed needs but to amaze
customers by anticipating and fulfilling their unarticulated needs (Hamel and Prahalad
1994). On the other hand, increasing competitive pressures dictate that costs must also
continue to decrease. In summary, the organisational context requires the need of a
manufacturing paradigm to realise the objectives of satisfying individual customer’s needs

with instant fulfilment while staying near mass production effciency.

* AKX KRFT International Journal of Production Research ,Vol. 43, No. 14,45 2873—2894 T,
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