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We examined the value of information regarding customer preference when
customers are supersaturated with excess servcies. Our academic contributions are mainly twohold:
(1) Model construction and its application for the value of information regarding heterogeneity of
customer preferences, and (2) Experimental research on measurement of actual in-store customer
information. Based on the model analysis, we have been able to develop another research on the
selection of technology to understand customer characteristics; either adopting state-of-the-art IT
technology (e.g., RFID) or usage of traditional and easy industrial engineering (IE) methods. The
strategic decision of either IT or IE means the application of the know-how that Japanese
manufacturing industry has accumulated for a long time to managerial issues of distribution channel
and retailing in an information age. This gives us an important insight in channel and retaling
operations management.
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