010 0ot O

gty ooobmobobm™om
goooo
gdmoouomooog
— g

oogooogo

oot ooubbouououuogg
ugboboboobouooobououotboooobboboboobuobobooa
oot ooboooooooog
ugboobodaooadan

1.1 0oooo

ooguobbbooooboboooouobboboooboobooogg
gboobooooboobboooooobboboooobobboboooobobo
gbooboooooobboooogobobooboooboboooooboobobo
ggobboooobobooobboogoobooooobobooobbooog
oo

U0mMoogo eboobboobboobboobboooobooob
gbobbooobobboououogbbuouoooobbuooooobbooo
gboobboooboobbooooobbooooobbuobooobbooo



gboobooboooooboobouooooboboboboooobbboboooon
gbbbobooouoobbuouooobbobobobbooobbbooooan
gbooboobooooooboboobooobobobbbooobbbobooon
gmbogbouobuobwwoiboobobouobobmobooooboboo

goboboooobobooobooobboooobooooboobobn
gbobboooooboobbboobbooouoooouobbboobobn
gbbboboooobbbuouoooobobbobouoobbbooooan
gbobbooboooobobobuouooobobobbuoooobbbooooan
000000000000 ooDooooDooonD 200 80000 9000
gobboboooooboboboooooboboboboooobbbooooon
ol gogbo"™obouombaboobobbobobooouobogmo
gboboooobobboooobbbogo

gbodgbuougobbbuoboogoobobuoooobbbuoooobbn
Ub0moddod errUb000O00O0DOO0ODOOOODOOODLOOODLOODO
guoboobioomwoDO err0b00o000b0bOO0OO0O0O0bOO0OO0oOOooOooOO
goobbooobooboobbooobbooooboboobobboobobn
gotobgooooboobbboobbooooobooobboobobn
omoboooooooog

goodoooooooooobbb i — 000000 ?”—
gbbbobobooobobobbuouobooobobbbuooobbbooooan
goobobooooboobbboobbooobbobooobboobbn
gbbboboooooobobbuoooobobobuoooobbboooogan
gbooboobooooooboboooooboobbboooobbbbboooon
gbbbooboboobobobbuouoouobobbbuoooobbbboooan
gboboboooobobobooooobooboboboooobobbooboon
gbobbobooooboobuouoooobobobbuoooobbboooogon
gbbbobooooobobobbuoooobbbbbuoooobbboooodan
goobobooobooobod

goddooogooouooobbobbbbobbibodoooon

OO0 ODODODOODODODODODDOWWOOO0OLbOO0O0ObLbOOObLDbDD

s Jubbouobboubboubbodad

s JUobboobod

e JUUObLDOOODDOOOOULDLDLDDbOOODLOODLDDLDDbODO0OOOOOD
god
gobooobgo



0000000000000 00000000O000000000000
00000000000000000000000000000000000
0000000000000 000000000000000000000
000000000000 000000000000000000000000
0000000000000 0000000000000000000000
0DO000@O0000000@MO00000000000o0DmoOooon
000000000000000000

0000000000000000000000000oOooOoo0on-000
0000000000000 0000000000000000000000
OCeFronier 0 0000000000000 D0DO000O0DDDOOOODODOO
00000000000000000000000D00000 ¢cRMOOOO
0000 CRMOOODO0OO0O0O0MOO0OO0OD0DO0000D00000mMO0Dm
000000000000 000000000000000000000000
D000 0DDN@MO0MNO0o0N@mMO00D0mOoo0Do0ooooon
000000000000000000000000000000000000
000000000000 000000000D00000000000 000
0000000 0000000000000000000000000000
0000000000000 000D0000000000000000000
0000000000000 0000000000000000000000
000000000000000000000000000000000000
000000000000000000000000000000000000
000000000000000000000000000000000000
000000 @DO000000mMO000mMOo0oooooao

000000000000000000000000000000000
0000000000000 0000000000000000000000
0000000000000 000000000000000O000

- 0000000000000 D0DOO

. 0000000000000 00D0O0D0000OO0D0OO0OOOODO

0000000000000 00 (Achim Walter 0 2001 0 I0 O 0O O
0000000000000 000000000000000000n
00000000000000000000000000000000
O0000mMO00C20010 O
- 0000000000000 0000D00000000000000
00000000000000000000000000000000
00000000000 000000000000000000000



gboboooobobboooobboo
DMz 00dbbboobbooouoboouoobooboboboogn
gogbbbooouubobooobobbooouobbdod e0D0ODO0DO
gbobboboooobobbbboooobobboboogd
gbobooboobobobd@mboboooooomoboobmo
goobobooouooobooobbn
O020010 M0 rrodobbogoobbbbbooooobobobobn
gobobouogoboobouogobobooboobobbogogann
gddoguououoogouooobood
godoooouoooobbiobbbbioodoooooooooooon
gobbooobboobbboobbbobobbbbobbbobbood
goddoooobooobbbbbbbiboodooooooooooo
gbomuobboboomooobmbudoomoboommbo
goddoooooooobbobbbbboooooooooooooon
gog
gobobouogbobouoouobobouobobobbobgan
gbobooobbooobboobobboooobbuooobo
gubbboobbobooobbooubboooobboobobodgd
goboooobbooooboboobbbooooboooobboobb
gogdgbuoooobboobuoooobbbooooboboboooobbn
goboboooboooobbooobbobobobbooobbooobbo
gbbogbooobobobboooobbuoooobbboooobobobod
gododbuoboogobbobuoooobbboooobboboooobbn
gboobomooob@mobodmuoobooboboob@mooboon
gbobboboogbboobobboobbboooobboooobboobn
gogobbobooooboboboooobbbooooboobbobbooobbn
gogbbuobooooboboooobbbbooobbbbouooobbo
gobobboobooobbooobbobooobboboobbooobobo

1.2 JO00o0ooouooooboubouobogod

goobboobbooouoobbooobboobboboooobboon
gobobobuooobobbuoooobbuoooobn
gbbbobooobobobuoooobbuoooobbboooobobog



00000000000 000000000000000000000000
000000000000 000000000000000000000000
0000000000

19940 20400 0000000000000000 100000000
00000000MO000M0O0D0MO00mMOO00o0oooon 600
D0000000 5+1"00@M000000000MO0000000mMO
00000000000 000000000000000000000000
000000000000 000000000000000000000000
O 0000000000 00000000000000000000000
000000000000 000000000000000000000000
000000000000 000000000000000000000000
00000000000000000

00000000000 0000000000000000000000
000000000000000000000000000000000000
OD00000 100000000 1000 00000000 180000000
00000000000 000000000000000000000000
000000000000000000000000000000

000000000000 0000000000000000000000
000000000000000000000000000000000000
000000000000 000000000000000000000000
00000000000000000000000000000000

()H)OoOoooooooo

000000000000000000000000000000000
000000000000 000000000000000000000000
0000000000000 00000000000000000000000
00000000000 000000000000000000000000
0000000000000 0000000000000000000

000000000000000000000000000000000
D0000000 ¢ceMODOO0O00DD0OMODO0O000000000mMDO
00000000000000000000000000000000000
D00000000000000000000000000000000000
000000000000000000000 eceMODOOOOOO00OO00O
000000000000 000000000000000000000000
00000000000 000000000000000000000000
00000000



(yudooboobobodd

gobboboooobooobbboobboooobooobobboobobo
gbobobbougoobbboobuoooobbbobboooooobbboog
gbboobobouooobbbobuoooobbbbbooooobbboodg
guooboboobobiboobboooubogooooboooobbbobbogd
guobobboobbboobboouobooouobooobobbobbbdgd
gboboobobouogobbbobduooobbbobouoooobbboog
gbbobobobougoobbbobuoooobbbobouoooobbboog
guooboboobbbooobbooouboouobbooobobbobbbod
guobbbobougoobbbobuoooobbbbbooouoobbboodg
gboobobouogooboboboboooobbbbbooooobbbooa
god

OOCARPUOD D 0O000o0boogoboboobboooooobooon
gboboodd ARppbUOOoobbbOoooobbbouoobobuoooan
gboobobobuooooboobbobdoooobbobboobooobbbooa
gbobobobougoobbbobuoooobobbbooooobbbbog
ARPLUO0ODOODO0O0OO0DOO0O00DDO AR googa
ol ouoouoooobnobo s noooogo
00000000 ARPM)” DDOOOOOOOODDOOODODOODOOOODOO
goooououooobboobbbobbodbd ARpuOO0O0OO0OOOOO
guobobboobobboobbobubooouobooobobbobbbodgd
OO0 ARPULO OO DO0OO0D0OO0O0O0DLOO0O0O0bOO0O0oobooobbooooboggn
guoboguooboogoobbd

gbooboboooobbbooooobbobboooobbobooon
gbbobbobougoobbbobuooobbbobouooobbboodg
gboobooboogoobobbobuoooobbobbbooooobbbobg
guotobboobbooobbooubgooouobooobbbobbogg
gboobobouogoobbbobobdoooobbbbbooooobbboog
guobboobbboobboouobooouobooobobobbbog
gbooboobouogoobobobobdoooobbbobobuoooobbbobd
guoobboobboobboooubooooboobboogobooboogn
gooboboobobooobooobboooobooobbboobbobooa
gbbobobbouooobobbooooobobooo

g0 oood

« U ARPUD =000 000000000 O0O0O0DOOO0O0DOO0O0OO



omiomooooboboobomobooboboobobobon
gubuoggbbuoggbbuooobbo
.Ubobobobouoobbobuooobobuoboboboboo
gbobobuoboboboouooobobobobboboboboboon
googboo
oo bbo 00”0l bbb booobuoouooboboo
mbuomoobobuogbbmboobboomoouooboo
gboobooobobboooobbuooood
. JO0ooooomooooobb ool bbbbbo"oox boOoOoQg”
O obboo"bomoguoooboobbobooboboonbon
ud
050 00000000boooboboobobbun scguboooman
gbooboboooobboooooboobbboooobbbooooobobobo
guouobboobobbboobboououobboobbboouobooooon
gbobboobbbobooobboooobbooobobbooobboooon
gobobdgoobobobboobboooobboobbboouobboooon
gobbbooooboobobuobooobboboooobbbooooboboo
goobboobboboooboboooobboobbboouobboooo
gbbbbooooboobobouoooobboboooobbbboooboboo
g0 oooooooon

ggogbboobobobbboobbbobouooouoooooang
goboobbobbboboboooooooooboboboboboobobobog
gboooboboooobbboooobooboboo

goobobodoouboboobbbobbooouboouooboooboobn
Oomd 1-1a000

’E0d %
7 ’———-J
HIHIEER gngﬁﬁt % CAEE S
t PR 4 2

U111 0OO0000O0OOO0O0O0O0ODbObOOoO0oObODbODbOOoOon

guoboboobbboobbboobboooubooooboooob
gobdbomboobobobboomobooboboobobowooobob
goobboobobbboobboooobboooobooaboboobo



gboooboboogooboboboooooooobboooobobboboboon
gbbobooboboooobobbbuoooobobbbuoooobbboboogn
gbbobboooobobboodd
- 0000000000000 uobobbo00oooouuooooDon
ggooguoooboboobobbooouoobbbbobbboooogg
ggodoooobooboobbobobbbobobobd
- Ubb00O0O0ODOD0O0O00000Uuubbbbooooooouooon
ggooooobobobobboooooobbbbbbbooooog
gjddoooooooooboouoboobbooobon
- UOouuobbbbbbbbdoobobobbbbbbbdododoogdg
gogogdobooboboboboobbobooouoooooo* obbo® o
gbduogobobotudmbomboboboobobomog
gobobobuogooboboooobboooonon
- JOououuobbbbbbbboooboobbbbbbboooogg
gboogogobobomoboobobobobomoobobooma
goooguooooooobo
goboboboobboooobboobbobooobboobobboboa
bbb ibomobbmobooboobbobmooooboan
gbbuogobbuooobbuoobbobuoobobooodab

1.3 Jooooooog

gbbbboobodobbooodgbobobobobobbuooodobbood
gbooboboboooobobboooooboobbboooo bboboooo
ot boooboobboobbbodoobboooobobooobbooboo
gbobobmbobobobomoboobomobb@moooooon
guobobboobbboobbooobobooooobooobbooboo
goobobooobbooobbooobbooooboboobobboobobo
gbobtuombooooobobooboboboobmO bog"bobboo
guobobboobobboobbodoobbooouobboooboboogoboo
gooboboobbboobbibooobboooooboobbboobbn
gbbooboboogobobbuouoooobobbbuooobbbobooon
gooboboobbooooobobooo

gbodgobo* gbodibodobdd*ggooooooooooooog



goobbodoouooboogoobboobbooouoboooboboooobb
gbobbooogdg* bbbouooobbboodg” gobbbooododab
goobbooouoboooobbobbbooouoobobouoobboooob
goobboooooboobobboobbooooobooooboooobn
gbobbuoooggbobbouooobbbo®* boooobobbooa” odb
gboboboooogobobobobouoooboboooooobbbooooon
gboooooooooobboboooooboboboooooo bboboooon
gbobbuoooogboobo®» guogobobbobuooobbbobuoogo
goobboooooboogooboboobbiboooooboooboboooobn
goobbodgouobgoubobobbobbboouobouooboboooob
gbobbooogog* bbguooobobooooooobob» ooooan
goobooooo* bbbodoooooboboooooobo> boooogo
gobbuooogobogobg* ooobbboo” ooobbbooooab
gboboooobbooobbobuoood

ooObooob--od00db0bobbbbbbdodooooomdg
gob0d obmuobobbobouobooobbo"@mbooguoobn
goobboouoobooooboobbooooboooooboboooobn
goobgdgouobooobobbobbboooobouooboboooob
gbooboooooobbobouooobbboooooobobbooooan
gobooooboooo






HRERERN
Joduddntn

HRERERE
EREpERERE

U20000000000000O0O0O0
U30obuggoog
400000000000
Osopoooooood

OelIDOODOOnDOO







O 2000 0000000000000

gboboomooad
— Ogobgog

ugpooaoo

bbb obuoboboboooob oo
gooobogbooooboobooboobboboobobnboboad
oottt oboobbooboobobbobooo
goobgond

0oooooooobooooooooodooooooooooooogo
oo ooboogbboboboooobooo
gooooooooooooooboooonoooooooooooooon
oo oboonDboooooon
gooon
«+ 00000 O Customer Relationship Life Cycle) goobooooodd
godooooooooooooooooooooooon
« 0000000 @M Lifetime Duration of Customer Relationship)——0 0 0O O
0o0o0ooooooooooooooooooooooooooon
godoodoouotdoooooonoouoooooood
« DUDUDUM Customer Relationship Phase) — 0 U0 U D OO0OOOUN
000000 Dwyer, Schurr and Oh, 1987 0O [
« UOOO0OOD Customer Relationship Level) Ooooodooooood
Joodmoooooooom 22000000




2.1 UOoooObooobobooo

guobobboobbbooobooobbbooooboobbboogn
gbobobboooobbbooooooobbbuoooobobobboood
dmbobobobuobomboboboomboobomobbobood
gubobboobboooboboouoboboobobboobbbooobod
gbobobbouoggbbboboooooobbboooobbbobbood
gobbodoomobooobmboooomooboooobooomood
goobboobboooboooobbooooboobobbbooobobo
gobooooogod

gooogaoon

gobbobbbbbobobodoooooooobbbbboon
goooobobobobobbbobobbbobobbobobooooouoa
i moomoobobooobmoboobobobobo
goooogboboobobobbbobbbbobobbobobooooougo
gbhboboogbooboobobobooobooboobobonoobo
googogbobobobobbbobbbboobbobobuodoogougo
gmuoobobomobobooobogoooboobmobod
googooogn

guboogobogogobodoob 2000

s i .
| | 2mmezmx] W |
! ¥* |
| 2
| [ewmit. £rmamms o
| msaszr
| muszrmxs|

{ﬁwzpmnmxméﬁmmm&,%mxm]
MEFEMES, BE. RAEPLE

EPXERHUR

021 0000000DOO0O0OO0

HEEFDIHEH TR




oobbdodgbuobbooobboobbbooodgbboooobbo
goobboobooboooooooooaon
pyoooobdoodaboodoodaooododo
oobobooguouobobooobboobbbooodgoboboobobbo
goobooooooobbobobooobbobboboodoobbbooooon
godbooobboboobobbbbbobobbbobbbbobobbbbbDbb
)0dodoooooooooobooobobobobg
gboboboooobbuoogobbooobobobboooobbboo
goboboooooboobbboooooobboboobooobbbooooon
gbobobouoooobbbboouooobbbooooobobobbobooob
obooobbooobn
) bbbubguoogbbbbbbbooodmuooooboobobn
gooboboooooboboobbbooobboooobobobooboboonn
gbobobouooogbboboobooobbbobooobobbbobooab
Dobobombobob@mobooboboooobomuomboboboDbb
DobobooomooboobbbwodoooooomoooboobooboD
Mogdouboboobbobmmobobogouobooooobmobon
()00 0dooobbbbdooooon
oobbooguoobobooobboobbbooouoboboooobDbo
ogddbibodddooooddoooodoooooduoooaao
gbobboooobbuoooooboooooboooboboooboboboo
gogddboddddodddooboooouuuouououooo

22 OUOOOooOOooooon

oobbooguobbooobooobbbooooboboooobbo
ooboboooooboooooboobbboooobbooobboooon
goobn

goobbodoobobooobboobboooobbooooboo
bdbobobobibomobombobuombomoobbobmonb
oobobooouobooooobboobbboobobbooooboboooon
gooboboooooobbbooooobbobbooooobbbooooon
gbobouogobbbobdoooobbbbbuouoooobbbbooooab
goooood



2.21 UOOOOOOOOOOOO

goubbbooobboouoobboobboououobboobbbodod
gbobboooobobobbuoooobbbooooooboobbbooobbobd
goobodggdd

gobboboooboboouoobboobboououoboboobbbood
Oooo0om2o1 0000000 DOOO0O0OOOODODOODOODOOOODOOOd
gooouboboobbiboouobbooobobbooouobbooobbood
2220 0O O

f

B R RuE il
022 000OO0O0O0O0O00OO

O2200 01 0000000000000 O0O00O0OODOOOOODOO
Um0 nooobboooooobobooooobobbobouooo

bbbt b bbb oo boooo
goodoooboboobboboooooooobo

bbb obobobooooobouboooboobbouobooon
gobooboogbobobobod

gogouodduoououobobououououobobbuoouobobbbboooo
oo oobbobobuoobboobboob oo buooouo
googoo

bbb buootbbouoboobbuoobuooobooo
gogooooobobobobbobbbooooooooobobbbooooooooboo
godbboobobuouoboodoobouooobuoobuoooobboubo
gooooooboobobobbbbboouooooouooboobbboooooooooo
gobodgobogoobdoobboobouobbobbuoobboobbuooouoa
oo oogoboboboobboobboobooobuooouo



goobbooobobboobbbooouoobobooooobboobbiboogd

gobbogoooobboooodgbbobuoooobbboooooobobb

goboobboobobobomoooooobognlr boaoro
0000000000000 00O0O0OO0DoDoOOOoO 22000

022 OO0O’00000O0O0OO0ODOOO
T B BRI RERE BE B

B &P R A RS,
REGH | HRMEL | REMK | RBEHRES . MRBREHER | TR
FEH% T

g | PEEESRERE, CRGER | MR O
BE pakan peeEtERE | FESARENRR, TE
omp | CFEE | WEEC ) o RaE CRETRE | R, 2T R 5
ARRR | BOBB | unm AR d i | (TR, REN KE
R Tr e L I promnpuppoa

&~

gobgoouoooooooo®* oo bbb uobuoooooo
2-30 00

Vg Bl

023 00O 0O0"0000000O00OO00o0O

gobobbuobdotumobbobotomouobobbobmuaboo

Mmobmoobboobmobbobobooboboobomobd
goon

- Jouobobobboodoooouuobbbbbbbooaoobobn
goobooobobobobbobobobbboobbood

e Jbdmoobobobomuoboboobobuobobbbmann
goboboboboboboboboboobboboboboboogd
gobobooooooobooad

- JUbODOUOOO0O0ODLDLDOOODLDbOOOOOobLOO0ObUObLODbLbLDbOn



