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With the improvement in digital and Internet, the market is changing from a supplier-centered
form to consumer—centered one. It is important for companies to accurately understand and offer

customer value to cope with such environment. Since customer value exerts great effects on an

increase in performance, many companies are doing various marketing activities to create customer
value. To create customer value, it is most of all necessary to monitor changes in market
environment and customer needs on a continuous basis. Therefore, this study aims at determining
how to understand and offer elements of changing customer value through customer monitoring
activities to make contributions to better service.
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