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Segmentation of Tehran banks customers by expected benefits

The purpose this study was segmentation of bank customer by
expected benefits and attitudes and other words, banks try to
their customers by identify group of person with need structures
that are as homogeneous as possible within each group and
significantly heterogeneous between groups.

Gaining this purpose, 400 questionnaires were gathered.
Furthermore, for the estimation of the reliability of
questionnaires, cronbach coefficient was computed at ./937. For
the analysis of data, statistical approaches including factor
analysis, cluster analysis and discriminate analysis were applied.

Principal components analysis revealed the 23 indexes to gather
by using library studies, interview and questionnaire.

These indexes formed in 4 factor by factor analysis. Cluster
analysis was then employed to divide the customers into 6
clusters. Discriminate analysis confirmed customers of sample
correctly classified.

Keyword: Segmentation, retail banking, benefit segmentation,
factor analysis, cluster analysis
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2 - Product specific features
3 - Powerful form
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Classification Resultsbc

Ward Method Predicted Group Membership
1 2 3 4 Total
Original Count 81 0 3 0 84
4 64 2 4 74




3 7 1 79 4 0 96
4 0 3 1 68 4 79
5 0 0 0 1 34 35
6 0 0 1 0 1 30 32
% 1 96.4 .0 3.6 .0 .0 .0 100.0
2| 5.4 86.5 2.7 5.4 .0 .0 100.0
3l 7.3 1.0 82.3 4.2 .0 5.2 | 100.0
4 .0 3.8 1.3 86.1 5.1 3.8 | 100.0
5 .0 .0 .0 2.9 97.1 .0 100.0
6 .0 .0 3.1 .0 3.1 93.8 | 100.0
Cross Count 1 81 0 0 0 0 84
validated 2 5 63 4 0 0 74
3 8 1 76 5 0 6 96
4 0 4 2 65 5 3 79
5 0 0 0 2 32 1 35
6 0 0 0 1 30 32
% 1 96.4 .0 3.6 .0 .0 .0 100.0
2| 6.8 85.1 2.7 5.4 .0 .0 100.0
3 8.3 1.0 79.2 5.2 .0 6.2 | 100.0
4 .0 5.1 2.5 82.3 6.3 3.8 | 100.0
5 .0 .0 .0 5.7 91.4 29 | 100.0
6 .0 .0 3.1 .0 3.1 93.8 | 100.0

a. Cross validation is done only for those cases in the analysis. In cross validation, each case is
classified by the functions derived from all cases other than that case.

b. 89.0% of original grouped cases correctly classified.




c. 86.8% of cross-validated grouped cases correctly classified.
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