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companies are mostly obliged to by contract: 'Corporate Mission Statements proclaiming the responsibility of
management is to maximize shareholder's total return via dividends and increases in the market price of the
company's shares around. On the other hand, increasingly mature and well informed customers demand
more and more customized goods for their individual requirements and are often known to change their
buying behavior quickly. This behavior forces many organizations to an uncompromising orientation towards
Customer Value, and a strict customer focus in both corporate planning and management, in order to further
develop competitive advantages and to satisfy and retain valuable customers. This is particularly true for
middle and lower management. Hence value creation for customers finds itself opposed to value creation for
shareholders. A conflict that appears to find its resolution only in a consequent consideration of customer
relationships as investment objects, whose continuation or intensification must be justified through an
evaluation of economic efficiency. Against this background, systematic customer valuations become
indispensable in order to obtain segmented and efficient market development and to enable a supplier to
substantially ensure the availability of the critical resource customers. Based on the fundamentals of value-
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