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Abstract

In the competitive business environment, it is necessary to select and retain a valuable customer
so that a company increases sales and profits. In all customer valuation methods, RFM analysis is a
practical method that can be used for selecting a valuable customer by a company. Generally, RFM
analysis is known as the available means to evaluate the customer value by evaluation factors such
as Monetary, Recency and Frequency.

However, there are several problems when a company actually select and retain a valuable
customer by RFM analysis. In particular, we judge as the biggest problem that sales and profits
which are being brought by a customer through some other behaviors than direct purchasing are not
being evaluated by RFM analysis. And we think that it is necessary to add another evaluation factor
to RFM analysis so that the problem can be solved.

In this research, for investigating a new evaluation factor which should be added to RFM analysis,
we reconsider the customer value, and propose a new model by drawing necessary evaluation factors
based on the result of the customer value reviewed. Furthermore, we verify the validity of the model

by analyzing the interrelationship between each evaluation factor qualitatively, and quantitatively

verify its validity by correlation analysis and causal analysis.
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