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Measuring the impact of retention and acquisition costs on customer
profitability
Field analytical study
(On the telecom sector)

by
Dr. Moamen Farhat el-Sayed Mohamed
Assistant Professor at Accounting and Auditing Department

Faculty of Commerce - Aswan University

Abstract

This research aimed to study the impact of retention and acquisition costs
on customer profitability in the telecommunication sector, applying it to
the Egyptian environment. The researcher relied on evaluating and
measuring retention and acquisition costs on a set of variables and
dimensions through (quality costs / continuous improvement / service life
cycle) as indexes of retention costs and measuring the correlation of these
dimensions with customer profitability likewise when measuring
acquisition costs on a set of variables and dimensions through (value
chain / marketing budget strategy / Time Driven activity) as indexes for
measuring the correlation of these dimensions with customer profitability
as an independent variable, through a questionnaire distributed to study
groups (Directors of the Departments of Cost / Quality Management /
Marketing Management / Continuous Development and Improvement /
Cost Accountants).

Through the statistical analysis of the questionnaire data, the
researcher found an agreement between the study groups on the existence
of a statistically significant relationship between the dimensions of
retention costs and customer profitability as well as a statistically
significant relationship between the dimensions of acquisition costs and
customer profitability .
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