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The Efforts of Internet Retailer as Seen from “Service Ecosystem”
Case Study of Zappos
Kazuo Ishikawa

Vargo and Lusch (2004a) (2 & % Service Dominant Logic ®$&ie> 5 10 42058 L 720 SDL 2K - T X F & Ziadtie > T

WA, B OMEAMENOBE DS N TWw b, BRI, Service Ecosystem bi#E X, LD IEWHERSL~—4r T 1 v 7B L%
HAL XD ELTWwAH, AL, SES ZMBiL 2%, Mzhlk LizkEoA ¥ —4 v MINEETH S Zappos # il & LT, SES
DHRAN LD ZRATe Z2 TR, HAF—LAOIIY AT LOBMFZ, MEZRAEST 22507 Tid%n L, Mz -z,
T3 Y AT AR CMifE A LT B RIS R © & 72,

Zappos 1%, W%, *H, WkRLDAT—7FVy =12, BE (RE) LEHEEMIT S L) REHWZWAMICLT, FELH
HLTWh, 7, MEZRIELMERFEILETDHY, ZOLDIWHELEBN R N— =2y 7REE, fliHEAIL T
%o F72Zappos Tl, HFORENTII AL, SEEEZHML, TICHEL, AFELETHO L LTELDLZ AMEZRITLT
Who BICFEFEE A Y PREETHLE I DD, BREEOENTHLa— VL —2EHL, HBICEZOMRELS 2 Twb, &
D7z, FAHERY &L LI AT AT, BE, WileE, R, ZLTAT AV —ofELREGT LI ENTREE Lo T
Wh,

F—IJ—R:H¥—¥X - FI+yh-0Vy2 (SDL), #—¥ R - 2a¥ A5 L4 (SES), fliftifes, fMiftiltal, Zappos

Ten years have passed since the raising of Service-Dominant Logic (SDL) by Vargo and Lusch (2004a). SDL has given rise to vari-
ous discussion, but the effort to uniqueness of logic has been continuing. Recently, Service Ecosystem (SES) also has raised, they’re
trying to explain the marketing phenomenon from a wider field of view. After overviewing of SES, this thesis took up for the case “Zap-
pos : an Internet retailer with a focus on shoes in the United States”, the company’s behavior was analyzed from the perspective of
the SES. The participants of some ecosystem services that take part in Zappos, that not only provide value, receives the value, have
been co-create value in the entire ecosystem.

Zappos’ corporate purpose is to deliver happiness and surprise for customers, employees, business partners, and stakeholders, the
company is clear this purpose and constructs their business. First, the value proposition to surprise their customer is delivery, so the
company builds strong partnerships and logistics company, and co-creates value. In addition, in Zappos, rather than the ability of the
work, to understand the corporate culture, and sympathize with it, it employs human resources to be able to enjoy as part of the life
and work. Since the company is an Internet companies, the emphasis on call-center is the point of contact with customers, giving more
rights to employees. Therefore, in the ecosystem surrounding of Zappos, it is possible to integrate the interests of customers, trading
partners, employees, and stakeholders.
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