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Characteristics Category Frequency Percentage 

Industry SaaS 78 37.9% 
 E-commerce 65 31.6% 
 Digital Banking & Fintech 63 30.5% 

Firm Age < 5 Years 52 25.2% 
 5–10 Years 88 42.7% 
 >10 Years 66 32.0% 

Respondent Role Finance Manager 91 44.2% 
 Marketing Manager 53 25.7% 
 Accounting Manager 62 30.1% 

Number of Employees <50 45 21.8% 
 50–200 96 46.6% 
 >200 65 31.6% 
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Variable Definition Source 

Customer Profitability 

Analysis (CPA) 

A managerial process to evaluate customer segments in terms of 

profit contribution, considering revenue and related costs. 

Kaplan & Narayanan (2001); 

Gupta & Zeithaml (2006) 

Customer Costing System 

(CCS) 

An accounting system that allocates direct and indirect costs to 

specific customer segments using activity-based costing. 

Foster & Gupta (1994); 

Gunasekaran et al. (2020) 

Customer Value Reporting 

(CVR) 

The disclosure and use of customer-based financial metrics in 

managerial reporting systems. 

McManus & Guilding (2008); 

Kaplan & Norton (2004) 

Customer Lifetime Value 

(CLV) 

A projection of the net profit attributed to the entire future 

relationship with a customer. 

Kumar & Reinartz (2016); 

Venkatesan & Kumar (2004) 

Revenue Management 

Effectiveness (RME) 

The ability of an organization to optimize pricing, demand 

forecasting, and revenue streams using customer insights. 

Talluri & Van Ryzin (2005); 

Bitran & Caldentey (2003) 
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