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The Dimensions of Customer Relationship and the Model of Its Measurement

ZHOU Jie-ru» ZHANG Xin-an, ZHOU Chao-min

(Shanghai Jiaotong University » Shanghai 200052, China)

Abstract Customer resource is the enterprise s strategic resource - Building keeping and developing good relationship
with the customer is the key to get the enduring advantages for the enterprise-The managerial master said : If you can t
measure it , then you can 't manage it well -So it is the premise for successful customer management of an enterprise that
how to analyze and measure the customer relationship -This paper puts forward the three —dimensional concept about the
customer relationship » that is :relationship width depth and length -The paper develops the model to measure the customer
relationship based on three dimensions of the customer relationship and provides beneficial reference for the enterprise to
manage customer relationship successfully -

Key. weards -eustomer relationship management ; the dimension of customer relationship ; customer relationship lifespan ;

customer lifetime value



