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Co-creation… As Old As Mankind
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Plan Budget

Today’s Control Model



20th Century20th Century 21st Century21st Century

How do I optimize 
my performance?

What do my partners
contribute to my success?

How do I contribute to my
partners’ success?

Align Business Model and Control 
Model



SLAs Have Serious Shortcomings

Transactional     Added Value     Joint Value
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Transactional Added Value Joint Value

• Customer/Supplier
relationship

• Separate objectives

• Low switching costs

• Customer/Supplier
relationships

• Aligned objectives

• Embedded supplier
process

• Customer supplier
process

• High switching costs

• Co-created value
proposition

• Shared objectives

• Transactional or
added value process

• No switching possible
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First, Understand The Relationship 
You Have



Transactional Relationships
(Me!! Me!! Me!!)



Added Value Relationships (You!! 
You!! You!!)



Joint Value Relationships (We!!)



Managing Different Types of 
Relationships
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Service /
Process

Financial/
Profitability

Customer/
Partner

Process

Innovation

Customer

Relationship

Solution

Brand/
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Co-creation

Inspired by Prahalad, C.K., Ramaswamy, V. (2003), The New Frontier of 
Experience Innovation, MIT Sloan Management Review, Vol. 44 No. 4



You Can’t Collaborate Without 
Transparency



Reciprocal Metrics

Profit, growth,
opinion, trust

Fast, right,
cheap, easy

Customer/
Supplier

Customer/
Supplier

Suppliers/
Partners

Consumer

EmployeesCommunity

Hands, hearts, 
minds, voices

Purpose, care, 
skills, pay

Image, skills,
suppliers, support

Job, fidelity,
integrity, wealth

Regulator Return, reward,
figures, faith

Capital, credit
risk, support

Legal, fair,
safe, true

Rules, reason,
clarity, advice

Profit, growth,
opinion, trust

Fast, right,
cheap, easy

Profit, growth,
opinion, trust

Fast, right,
cheap, easy

Based on: Performance Prism, Prof. Andy Neely, Cranfield University

Investors



Lastly, TRUST is required…

Goodwill Trust

Competence Trust

Contractual
Trust

Sako, M. (1992), Prices, quality and trust: Inter-firm relationships in Britain and Japan, Cambridge University Press

… Too much
Accountability

Damages Relationships

… Too much
Accountability

Damages Relationships



Case Study: Athletixx Footwear

Athletixx
Corp

Athletixx
Corp

ShopsShops

LogisticsLogistics

Factory 1Factory 1

Factory 2Factory 2

ConsumerConsumer

Country
Org

Country
Org

Country
Org

Country
Org

Country
Org

Country
Org
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• Classical Regional Organization
• Product and Collection Oriented
• Classical Reporting and Control



Case Study: Athletixx Footwear

Athletixx
Corp

Athletixx
Corp

ShopsShops

LogisticsLogistics
Factory 1Factory 1

Factory 2Factory 2 ConsumerConsumer
12

3
4

(5)

• Different Stakeholder Dynamic, Dramatic Changes in 
Control Model

• Customer Drives The Process, Changes To 
Profitability Management



Case Study: Supermarket Chain

Super
market

Super
market

CPG
suppliers

CPG
suppliers

Local
suppliers

Local
suppliers

Private
label

Private
label

LogisticsLogistics

• Transactional Relationship 
with CPG Suppliers, Power 
balance

• Added Value Relationship 
with Local Suppliers

• Joint Value Relationship 
with Private Label Suppliers

• Transactional Relationship 
with CPG Suppliers, Power 
balance

• Added Value Relationship 
with Local Suppliers

• Joint Value Relationship 
with Private Label Suppliers

• “Procurement Squeeze” 
leads to suboptimal 
performance

• “Procurement Squeeze” 
leads to suboptimal 
performance



Insurance Performance Network

General
Insurance

General
Insurance

RegulatorsRegulators

Re-insurerRe-insurer

BrokerBroker

ConsumerConsumer

Share
holders

Share
holders

Trusted
3rd Party

Trusted
3rd Party

Inter
mediary

Inter
mediaryMarketMarket

CompetitorsCompetitors

EmployersEmployers

Service
Providers

Service
Providers

CollectivesCollectives

Consumer
Goods

Consumer
Goods

Innovation Comes From The Performance Network!Innovation Comes From The Performance Network!



Case Study: EnGen Car Parts 
(Adapted)

EnGenEnGen GarageGarage

Retail
Chain

Retail
Chain

Loyalty
Program

Loyalty
Program

ConsumerConsumer



So… Now What?

Determine The Stakeholders 
That Drive Value … 

And Determine 
The Level Of 

Your 
Relationship

With Them

1



So… Now What?

Start Sharing 
Information With 
Them To Tighten

And Improve That 
Relationship

2



So… Now What?

Remember!
Measurement Drives Behavior

Reciprocal Metrics Drive 
Collaborative Behavior
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So… Now What?

… read
blogs.oracle.com/frankbuytendijk
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