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A Study of the Customer Life Cycle Model

CHEN Ming-liang
{ Department of Management Science and Engineering , Zhejiang University , Hangzhou 310027, China )

Abstract: Customer life cycle is divided into four phases of exploration, buildup, stability and decline. Trans-
action quantity and customer profit are selected as characteristic variables to describe the level of customer rela-
tionship. According to theory analysis, both Lransaction quantity and customer profit increase with the relation-
ship phases and are minimum in the exploration phase, next minimum in the buildup phase but maximum in
the stability phase. The conclusion is supported by sample data. The basic types of customer life cycle models
are classified as forepart abortion, midway termination, end in peak, long-tem retention based on the phase in
which customer relationship is terminated. Every type has its own cause of formation.

Key Words: customer life cycle; description of life cycle model; type of life cycle model



