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Abstract:

The customers’ perceived value is one of the important and basic parameters in marketing, because, through
the value that the customer acquires, the level of customer loyalty and satisfaction of the purchase can be
measured. There are several ways to calculate customers’ perceived value. Therefore, in this article, first, the
methods of calculating customer value are introduced. Then, the Taguchi loss function is introduced and its
usability is mentioned to calculate the customers’ perceived value. Next, by equating the Taguchi loss function
in the sales concept, a new formula for calculating the customers’ perceived value and the company’s perceived
value is presented. One of the main results of the proposed model is that the proposed formula calculates the
value based on the customer’s mentality before purchasing and this value can also be calculated for the company
by distancing the customer mentality from the amount which paid for a product or service. Finally, by
presenting a case study in a chain store, the model calculation is shown. The results of the case study according
to the formula show the differences between the customer mentality and the amount paid by them.

Keywords: Customers’ Perceived Value, the Customer’s Lifetime Value, Taguchi Loss Function, Customers’
Mentality, Price Paid by the Customer.
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