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This study has proposed a new model for customer equity estimation based on
a Markov chain model in revenue accounting. The proposed model is useful to measure the effects of
marketing programs aimed at customer acquisition, retention, and expansion. A case study based on
the data from a Japanese hotel chain has illustrated that the combination of the proposed model with
tools for planning (e.g., sensitivity analysis and Monte Carlo simulation) and control (e.g.,
variance analysis) enables decision making regrading marketing programs. This study has also
reviewed the literature of customer accounting. Inaddition, the interrelationship between
customer-related nonfinancial performance measures (e.g., customer satisfaction, loyalty, and
perceived value) and pricing management has been discussed in a case of the Japanese hotel chain.
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