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Mechanism for Stabilizing Operating Profit by Managing Customer Relationships

Komura, Ayuko
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The main results of the study are as follows. First, using hotel company A
as a research site, we found that there are fixed customers with stable profits and variable
customers with unstable profits. Managing customer relationships can promote the stabilization of
operating profits. Second, to increase customer satisfaction and loyalty to stabilize operating
profit, we clarified satisfaction factors by text-mining reviews on travel information websites.
Third, we demonstrated the usefulness of decision tree analysis to identify customer attributes and
purchase attributes to promote migration among customer segments. Fourth, we determined mechanisms
for motivating front-line employees in budgetary control.
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