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Toshiba's Approach to Customer Value Design
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Manufacturing industries have recently been facing significant shifts in the business environment accompanying the ongoing advances
in technology and changes in people’s values. This has given rise to the need for the development of products and services that possess
value co-created with customers, instead of focusing solely on the improvement of functions and performance, in order to realize sustainable
benefits.

The Toshiba Group has already developed and organized user experience (UX) design methods to improve customer experience. In order
to co-create true value with customers in addition to our conventional approach, it is necessary for a cross-functional team (CFT) composed of
business, technology, and creativity (BTC) specialists to consider the customer’s circumstances from the different viewpoints of the individual
experts as well as to enhance collaborative work beyond their particular fields. We have responded to this need by establishing a methodol-

ogy and systematizing methods and techniques for customer value (CV) design based on the results of actual studies.
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Basic philosophy of “Caring for People”
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Synergistic cycle of well-being

TARMEN, ZUTHEAN, BTICEKTANEERT 55
NUEOMER"(K2) Zavv 7 hel, TakRey—)k
R LTz, CTORRICE, UXTHArDED, AEHLD
Hal, THAVEERERRDIAATL,

33 QVFHaY

UXTYA VFEORFINEREINBICDON, FIHEDOR
BflifeiZz i X H2eh, d LERENRECRICH O
T —=ARENDTIRENTENHENCHESTER, 22T
B OUXTHA 2V EHZIHL, RDOXS I E 2 HiE
iU,

(1) FUFHEEAORBRMIEE, BEE (B Icl>TOff
RO —Ic S Eixwized, BURKOHEZ LT
HORATS,

(2 HZT I —T N E TR ORI FH 5 O A i 7z 1
EMICTBDTIEEL, BRELBICIEHITAIET, B
HOWE S TR HE B DM MEZ ST %,

(3) EARICE > TOMAMEIE, BRENEMmZREDT
LEb Bz, TOHRE, TYAF—RIFOWMOIAT
WFHBTER, TOMIRDTD, BT O N
MRS CFT CHUO TS,

ZTT, TNOOMERRT BI20IC, HEkD, HZD

UX T A YOSkt s, W27 —TIHO
CVTHA e UTHRRIELZe RDETIE, Z Otz R

/\‘%O
4. (VTHAVFERROEE

CVTHA U FERRIE, SElTBANTHZDOUXTHA D
AV TR CHOTSNLEDIEEREMAL, HZTN—T W
hoffifiz T 2 RZEEEZ AR, BELLbicH

BEZLE1—Vol.73No.4 (20184 78)



A, ¥, RUHSOMECHOAS L ZEZE LTV,

4.1 EEEREOEfELLEI

CVTHA Y FiEhRRIE, BEL LS EZ A S
5 IR 2 HNE T2, 2D, BEOHEND
BEOHRECNZ AL, FIHEPES, XdtRice-T
Oftiftz Bt S 272D EEE AT NS, MifEiLANcE,
BEOHER Rz hEIC FXE5, #hiraBEHROM
REHRHCN R 2 15 %,

42 CFTO#E

FHREN K EL251ZE, HPMET LICEEZ M THERKE
NaTeM£L, HEOT b Icio>9 v, g,
T, WRHAFOMYEMEERE - =T T4 7
P OEEEN R Ik b e, BRZEWELTIRGET 55
PUAEDE Z TITRmD T,

—7, BERCHHMmEZ AT i, REZERA %
ST EMNCRETT RCET, BEORERRZ, IR
[l UCDIREZRILS RNV T E N H B, T Do,
R IR o Te NI —1hk & 2> TS 2 9%, CFT
IC&% “hfB) WA S TR L 55,

FTZTF— LA N1, KRUCE->TEDBZEDD, —
MERICI, FEOMRME - HE 2 EME T 2B -
G, FHORALS VAR ERF O = T4V TR EEDOHE
WE, LAz i-HiliE - FiRmasE, LT AR
KL > TORCRZHR A TIIb T B LicBN =791
F=L Vo ANMD, —DDF—LELTIEHTRIENE
FLWV, HEELETNUIARSTRVDE, CFTHHKSNIzE
LT, F—LAVN=DREITLITHET HIMAUEETIE
BRI N ETH Do AV 7N GBI 04 3 1472 PR
L7z BT, BEVWOHEMEZEELEZNLE, EMOHR
A THEZEHLEY, HIILAEWERDNSHREZ RIS
LB THBENHHTH S,

ZT°C, CPTCpf#d 272D /5ikoHiik% CV Ty 1Y
THEARRICEEDT,

43 HBEOfHDCVTHA U FEER

CVTFHA Y FIARE BT T, Wld & AMD
S LU R o 3FEEIC I LTz (B3),

(1) CYRAMEE  FEOREIFE M2 St

@) Fr/ud—fE HIEORANA IR S fE

Q) ZVT—T«T MK  HEDAT—THRILE—DM

SRS HE

CVTFYA VTR, ThEDIFHEKDOEHMED—HE

IfiDTEMTES FIENFEIEZINDIAAT VS, THE,

RZIIW—TDAXZI—/\) 2—7 A > D B fEH

¥5 & SPECIAL REPORTS

.

(EELELOMERA
B I =DDMEEHDERIC KB

DfHD NV THALVF

JVI—T 1 THEE

3. QVTHAYFEGROEE

CVTVA FiEARRIE, BICORKDEZSAICAIEL, TN53H
D FE B MRMMGHE LT —FEICHDOHD B,

Scope of CV design methodology
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Foundation for continuous enhancement of collaborative work
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