
MANAGING CUSTOMER VALUE - One Stage at a Time
© World Scientific Publishing Co. Pte. Ltd.
http://www.worldscibooks.com/business/7162.html

Contents

Preface ix

Part I 1

Chapter 1 Managing Customer Value One Stage 3
at a Time

Chapter 2 Value 29

Chapter 3 Decomposing Metrics 71

Chapter 4 Stages in the Customer Value Chain 95

Chapter 5 Customers as Gambles 135

Chapter 6 Loyalty 173

Chapter 7 Harnessing Customer Intelligence 203

Chapter 8 Pricing and Customer Psychology 245

Chapter 9 Aligning the Organization 309

Part II 335

Introduction to Case Studies 337

Case Study 1 Customer Intelligence at the Trillium 339
Gift of Life Network

Case Study 2 Octopus: Making Everyday Life Easier 359

Case Study 3 Get Smart 379

Name Index 393

Subject Index 397

vii

b782_FM.qxd  10/6/2009  3:37 PM  Page vii




