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1. Customer Remaining Management 2. Activity Based Costing
3. Activity Based Management 4. Activity Based Budgeting
5. Balanced Scorecard 6. Unprofitable Customers
7. Customer Strategic Importance 8. Relationship Type
9. Customers Structure 10. Marketing Strategies

11. Pricing
12. Periodic Customer Profitability Measurement
13. Lifetime Customer Profitability Measurement

14. Customer as Investment 15. Window Value

16. Net Present Value 17. Internal Return Rate
18. Fee 19. Margin

20. Financial products 21. Activity Based Costs
22. Standard Costs 23. Origination Costs
24. Delinquency Costs 25. Indirect Costs

26. Transaction Intensity

&b

Anon. (2003). Customer Profitability - Is the Customer King or Cost?
chief executive (in CEO insights supplement), New York, Pgl4,
<http://findarticles.com/p/orticles/mi_m4070/is_2003_April/ai_999824565>

Arnold, S. M. and Shanahan. (1998). Customer Profitability Analysis:
Frustration Leads to Evolution. (unpublished paper presented at the
AAA NZ held at Adelaide in July)

Arnold, S. M. and Shanahan. (2002). Customer Profitability Analysis:
Frustration Leads to Evolution. New Zealand Journal of Applied
Business Research, 1 (1), 125-135.




&y - Qi 43 s glhal (Foge0d GLASEL Ylede iS5 Sw) e

Bellis-Jones. (1989). Customer Profitability Analysis. Management
Accounting, February, 26-28.

Foster, G. and Gupta, M. (1994). Marketing, Cost Management and
Management Accounting. Journal of Management Accounting Research,
Fall, 43-77.

Foster, G., Gupta, M. and Sjoblom, (1996). Customer Profitability Analysis;

Challenges and New Directions. Journal of Cost Management, Spring,
5-17.

Foster, G. and Young, S. M. (1997). Frontiers of Management Accounting
Research. Journal of Management Accounting Research, (9), 63-77.

Gordon, S. (1998). KitshoffGleaves Co. Customer Profitability Analysis.
Accessed 24.01.2003: http://www .kitshoffgleaves.co.uk.

Hartfeil, G. (1996). Bank One Measures Profitability of Customers, not Just
Products. Journal of Retail Banking Services, Summer XVIII (2), 23-29.

Hughes, J. and Liu, J. (2007). Information Asymmetry, Diversification, and
Cost of Capital. Accounting Review, 82 (3), 705-729.

Jacobs, A., Johnston, W., and Natalia, K. (2001). Customer Profitability:
Prospective vs. Retrospective Approaches in a Business-to-Business Setting.
Industrial Marketing Management, 30 (4), 353-363.

Johnson, H. Thomas, and Robert S. Kaplan. (1987). Relevance Lost.
Boston, Massachusetts: Harvard Business School Press.

Johnson, H. Thomas, (1992). Relevance Regained: From Top-Down
Control to Bottom-Up Empowerment. New York: The Free Press.

Juha S. (2004). Customer Analysis as a Foundation of Company
Profitability. Seminar in Business Strategy and International Business.

Kaplan, R. S. and Narayanan, V. G. (2001). Measuring and Managing
Customer Profitability. Journal of Cost Management, September/October,
5-15.

Kwak, T., Kim. J. and Moon, C. (2006). Supplier-Buyer Models for the
Bargaining Process Over a Long-Term Replenishment Contract. Computer
and Industrial Engineering, 51, 219-288.

McManus. L. (2007). The Construction of a Segmental Customer

Profitability Analysis. Journal of Applied Management Accounting
Research (JAMAR), 5, 59-74.



Il paits o6l (5 olgbwa (GLdnd juiny Alxo &

Roth, S. (2006). Negotiating Prices for Customized Service. Journal of
Service Research, 8 (4), 316-329.

Storbacka, K. (1993). Customer Relationship Profitability in Retail
Banking, Swedish School of Economics and Business Administration,
Helsink. Finland, Research Report, 29.

Storbacka, K. (1997). Segmentation Based on Customer Profitability:
Retrospective Analysis of Retail Bank Customer Bases. Journal of
Marketing Management, 13 (5), 479-492.

Storbacka, K., Sivula, P. and Kaario, K. (1999). Create Value with Strategic
Accounts. Kauppakaari, p. 172.

Shapiro, B. P., Rangan, V. K., Moriarty, R. T. and Boss, E. B. (1987).
Manage Customers for Profit (not Just Sales). Harvard Business Review,
101-108.

Young, S. M. and Foster, G., (1997). Frontiers of Management Accounting
Research. Journal of Management Accounting Research, 63-78.

Wu, Yu-Ching and Wu, Anne. (2007). Information Asymmetry, Bargaining
Power and Customer Profitability: An Empirical Investigation on Bank-
Client Relationship. Accessed at http://papers.ssn.com/sol3/papers.cfm?
abstract_id=1004079.

Zaman, M. (2002). Lifetime Customer Profitability Analysis Model
(LCPAM): A Case Study of Retail Bank in Australia and a Comparative
Study with US Retail Banks. Accessed at http://aux.ziclclin.baruch.cuny.
edu/critical/html2/8098zaman.html.

Zeithaml, V. A., Rust, R. T. and Lemon, K. N. (2001). The Customer
Pyramid: Creating and Serving Profitable Customers. California
Management Review, 43 (4), 118-128.





