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OZET

Isletmeler, pazarlama ve yatirim kararlarm verebilmek igin miisterilerinden elde edilecek ekonomik fayday: Slgmeye ihtiyag
duymaktadirlar. Bu fayday: 6lgebilmek i¢in, uzun yillardan beri musteri yasam boyu degeri basligr altinda hem gerceklesmis
olan doénem icin kesin hesaplar yapilmakta hem de gelecekteki faydanin tahmin edilmesi izerine ¢alismalar yapilmaktadir.
Misteri yasam boyu degeri, isletmenin miisteri ile is birligi yaptig1 siire boyunca miisteriden elde edecegi net gelirleri ifade
etmektedir. Miisteri yasam boyu degeri hesaplama tizerine yapilan galigmalar, sektorler arasindaki is yapis bigiminin, miisteri ve
hizmet seklinin farklilig1 gibi nedenlerden dolay1 birgok farkli yaklasim ve matematiksel modeller yardimi ile ele alinmaktadir.
Ozellikle, miisterisi firma olan isletmeler ile, miisterisi bireyler olan isletmelerin operasyonlar1 ve miisteri sadakat programlari
arasinda oldukga biiyiik farkliliklar bulunmaktadir. Dolayisiyla, miisteri yasam boyu degeri hesaplamalar1 yapilirken bu
farkliliklarin gozetilmesi biiyiik 6nem tasimaktadir. Miisteri yasam boyu degeri hesaplama modellerinin birgogunda, gelecekteki
tahmini elde edilecek gelirin zaman degerinin, bugiine indirgenmesi yaklagimi izlenmektedir. Bu indirgeme islemi i¢in, yillik
faiz orani ve risk faktérleri hesaplamalara dahil edilmektedir. Iginde bulundugumuz 2022 yili ekonomik géstergeleri, Covid-19
pandemisi, global ¢ip krizi ve Ukrayna-Rusya savasi gibi birgok faktoriin etkisi ile dnceki yillara kiyasla nispeten daha
ongoriilemez bir duruma gelmistir. Ulkemize gore nispeten istikrarli ekonomilere sahip olan Avrupa Birligi iilkeleri ve Kuzey
iilkelerinin ekonomileri dahi bu faktérlerden fevkalade etkilenmis, enflasyon oranlari yakin tarihte goriilmemis diizeylere
ulagsmustir. Enflasyonist bir ekonomiye sahip olan Tiirkiye ise bu siireglerden oldukea fazla etkilenmistir. Dolayisiyla, miisteri
yasam boyu degeri hesaplamasi icerisinde bulunan indirgeme hesaplamalarinda, yillik faizin disindaki faktorlerin de
hesaplamalara dahil edilmesi ihtiyact olusmustur. Bu caligma ile yeni yatirimlar yapma, satis ve pazarlama stratejileri olusturma
ve mevcut miisterilerin elde tutulmas i¢in gerekli eforlar1 planlama gibi yonetsel kararlar1 almalarinda farkli sektorlerde bulunan
sirketlere destek olmak amaclanmistir. Bu ¢alismada, literatiirde bulunan farkli sektorlere gére misteri yasam boyu degeri
hesaplamalarinin incelemesi yapilmistir. Ayrica global 6lgekteki yasanan ekonomik dalgalanmalarin ve yiiksek enflasyonun
etkisinin, miisteri yasam boyu degeri hesaplamalarina yansitilmasi lizerine yaklagimlar 6nerilmistir. Bu yaklagimlar kullanilarak
hesaplanacak olan miisteri yasam boyu degerleri, farkli sektorlerde bulunan sirketlerin stratejik planlamalarmi daha verimli
yapabilmelerine yardimer olacaktir.
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A PROPOSAL TO CUSTOMER LIFETIME VALUE CALCULATIONS OF
COMPANIES IN TURKEY

ABSTRACT

Businesses need to measure the economic benefit to be obtained from their customers in order to make marketing and investment
decisions. In order to measure this benefit, for many years, under the title of customer lifetime value, both final calculations for
the realized period and studies on forecasting the future benefit have been carried out. The customer lifetime value represents
the net revenue that the business will generate from the customer during the partnership time with the customer. Studies on
customer lifetime value calculation are handled with the help of many different approaches and mathematical models due to
reasons such as the difference in customer and service style and business manner between sectors. In particular, there are
significant differences between the operations and customer loyalty programs of business-to-customer and business-to-business.
Therefore, it is of great importance to consider these differences when calculating customer lifetime value. In most of the
customer lifetime value calculation models, the approach of reducing the time value of the forecasted revenue to the present is
followed. For this, the annual interest rate and risk factors are included in the calculations. The economic indicators of 2022 have
become relatively unpredictable compared to previous years with the effect of many factors such as the Covid-19 pandemic, the
global chip crisis, and the Ukraine-Russia war. Even the economies of the European Union countries and the Nordic countries,
which have very stable economies compared to our country, have been tremendously affected by these situations, and inflation
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rates have reached unprecedented levels in recent history. Turkey, which has an inflationary economy, has been greatly affected
by these processes. Therefore, in the discount calculations included in the customer lifetime value calculation, it has become
necessary to include other factors in addition to the annual interest. In this study, it is aimed to support companies in different
sectors in making managerial decisions such as making new investments, creating sales and marketing strategies, and planning
the necessary efforts to retain existing customers. Also, customer lifetime value calculations are examined according to different
sectors in the literature. In addition, approaches have been proposed to reflect the effects of global economic fluctuations and
high inflation in customer lifetime value calculations. Customer lifetime values to be calculated using these approaches will
support companies in different sectors to make their strategic planning more efficient.
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