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Abstract

Purpose

The purpose of this paper is to advance a model for
identifying the superior customer value proposition that
evolves through a process of corporate transformation while
simultaneously seeking to align this value proposition with
regional expansion and growth of Caribbean financial firms.

Design/methodology/approach

The study utilizes a cross-sectional design. Telephone
surveys were used to collect data from 80 financial firms
and 243 customers across ten Caribbean countries.
Structural equations modeling was employed for data
analysis.

Findings

The main findings are that corporate transformation of
financial firms was a significant driver of customer
orientation, consumer confidence, quality, flexibility,
branding, and firm capability while lower prices (such as
interest rates, fees, and charges), consumer confidence,
and branding were the key drivers of regional expansion
and growth.

Practical implications

The study identified six value-added dimensions along with
price as the superior customer value proposition of financial
firms. These dimensions should bhe incornorated in the

We are using cookies to give you the best experience on our website, but you are free to manage these at any time. To
continue with our standard settings click "Accept". To find out more and manage your cookies, click "Manage cookies".

Accept Manage cookies X


https://www.emerald.com/insight/
https://www.emerald.com/insight/sitemap/publications#journals
https://www.emerald.com/insight/publication/issn/0265-2323
https://www.emerald.com/insight/publication/issn/0265-2323/vol/34/iss/6
https://connect.liblynx.com/go/emerald?sachoose=1&target=https%3A%2F%2Fwww.emerald.com%2Finsight%2Fredirect%3Ftarget%3Dhttps%253A%252F%252Fwww.emerald.com%252Finsight%252Fcontent%252Fdoi%252F10.1108%252FIJBM-05-2015-0072%252Ffull%252Fhtml
https://www.emerald.com/insight/search?q=Trevor%20Alexander%20Smith
https://www.emerald.com/insight/publication/issn/0265-2323
https://emeraldpublishinggroup.freshdesk.com/support/solutions/articles/36000213997
https://www.emerald.com/insight/advanced-search

The study extended the literature through development of a
customer value proposition model that was primarily built
on Levitt's (1965) product life cycle conceptualization and
augmented by Porter’s generic strategies.
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