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Introduction

• Focus on customer relationships again

• Rapid digitalisation 

• Consumption changes

→Customer loyalty ever more difficult to achieve

→→ customer centric direction – should go towards 

interactive modes

→How is the value created for a company through online 

customer relationships and how could the value be 

measured and managed?



Customer value management

• Aims 

– To maximise the value a company’s customer base by 

analysing individual level data on customers

– To fully exploite the value of current and future customers

– To build long-term vision rather than short-run profits

– To include monetary and behavioural data



Customer engagement

• = Strategic way of 

– Valuing each customer relationship

– Acknowledging the various aspects of value created

– Enduring over time for the company

• Customers as

– Buyers

– Co-creators

– Actors

– Part of a network



Customer relationship management

• Comprehensive strategy and process of 

– Acquiring

– Retaining

– Partnering with customers

• To create superior value for the company and the 

customer

• Customer lifetime value, customer equity, referral value, 

influencer value, customter knowledge value



Total Customer Value in online 

relationships

• Monetary value

– Customer purchase 

value

– Customer lifetime 

value

– Registration of an 

online customer is the 

beginning of a 

customer relationship

• Social value

– Customer referral 

value

– Customer knowledge 

value

– Customer influencer 

value

– Co-creation



Total Customer Value in online 

relationships

• Visitor value

– Page impressions

– Frequency of use

– Recency of use

– Volume of use

• Session duration

• Page views per session

• Visits per visitor





Fictional calculation example

• Online subscription 10€/month

• 5000 impressions in one month – price per 1000/20€

• Through links 100 persons in a month 100/1000 x 20€

• Monetary value 10€

• Visitor value 20€

• Social value 2€


