


The underlying issue of payback 
analysis vs. value transfer 

§ Payback	analysis	works	for	
single-owner,	short-lived	
products	

§ Payback	analysis	ALONE	does	
not	work	for	multiple-owner,	
durable	products	



Take	the	next	logical	step	–	connect	
quality	with	value…	



The	LL	Bean	approach	to	products,	
customer	service,	the	value	proposition	

• Policy:	Return	any	LL	Bean	product	any	time,	in	any	
condition—get	a	replacement	free.	
Logic:	What	could	be	more	valuable	than	to	know	how	
one	of	our	products	performed	over	time?	

• Policy:	Return	any	product	that	you	THINK	is	LL	Bean’s	
any	time,	in	any	condition—get	a	replacement	free.	
Logic:	What	could	be	more	valuable	than	to	know	how	
a	competitor’s	product	performed	over	time?	







Integrating	art,	science,	and	
business	is	beautiful.	

Thank	you.	
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