Customer-capital Value Management



" (70272027)

(2005)383




CRM  CWM

- B. (Patricia B.Seybold)

" (Customer Economy) (2001)

(Customer-capital Value Management CVM)
21

CWM



(CRM) (RV)

20 90
CRM
CRM
CRM
CVM CVM
CRM  RM
(CRM)
(CVM) 21
(CRM)
(CRM)
CRM

(CVM)



CWM

(CVM)

(CVM)

(CVM)



2005

8



0.1

0.2

0.3

11

12

(CVM)
0.1.1 —
0.1.2 —

CVM
0.2.1

022 CVM

031
0.3.2
0.3.3

034

111
1-1
112

1-1



13

14

21

2.2

121

122

131

132

211

212

213

1-2

1-2

1-4

1-3

2-1

2-1

2-2

2-3



2.3

24

25

31

3.2

221

2-4
222

2-5
223

2-6 CWM
231

232 RM-CRM-CVM

2-7 RM-CRM- CWM

233 CVM&ERP&SCM

241

242

321
3-1
3-1

322 “ ” “



33

34

3.5

4.1

4.2

4.3

331

332

34.1

34.2

411

412

421

422

431

3-2

3-3

(RQ)

4-1

4-2

10



4.4

4.5

5.1

52

5.3

432

441

442

443

531

532

4-1

4-2

4-3

5-1

5-2

5-2

LAM

(ACSI)

1



5-3

5.4
541
5-4
54.2
5-5
5-6
5-7
5.5
551
552
553
5-8
5-9
5.6
6
6.1
6.1.1 CVM
6-1
6.1.2
6-1

CVM

12

(1997 2001

)



6.2

6.3

6.4

6.5

7.1

7.2

6.2.1

6.2.2

6.3.1

6.3.2

6.3.3

6.4.1

6.4.2

6.4.3

721

6-4

6-5

6-6

7-1

CVM

HUBONA

ARA

13



722

7.2.3

7-1

7-2

7.3

14



0.1

0.1.1

2000

(CVM)

(2002)

15

(CVM)

2002

20

2

90



1776

Robert L. Heilbroner, The Making of Economic Society, Prentice Hall, 1993, p.23.
Adam Smith, An Inquiry into the Nature and Cause of the Wealth of Nations,Reprinted from Great Books
of the Western World,Encyelopedia Britannica[C. 1952] ,Chicago,1990,Vol.39, p.140.

16



(1961)

20

70

(Joseph M.Juran)

" (fitness for use)

1] ”

John.J.Coyle, etc., The Management of Business Logistics, 51 edition, West Publishing Company, S.Paul,
1992, p.6.

Joseph M. Juran & Frank M. Gyrna, Jr., Quality Planning and Analysis, McGraw-Hill Company,1980, p.32

. 12 1992 675

17



