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Abstract

Objective: Today in the Insurance industry, playing the role customer of follow the
service providers has become the guiding providers. Therefore, due to the difference
in profitability, volume and type of purchase, loyalty, risks, behavioral and
demographic dimensions we seek to create significant demarcations between them
with using the customer segmentation approach that by recognizing the
characteristics of each of these different groups increase the competitive power and
success of activists in this field be provided.

Method: Customer Segmentation Using a two-step cluster analysis with scalable
cluster analysis algorithm with respect to the feasibility of this technique in the
analysis of continuous and categorical variables was performed. Dominant patterns
in customer grouping were identified. Then using discriminate analysis, clustering
validity was examined.

Findings: According to the defined indicators, customers were divided into six
clusters. Variables discounts offered, profit, claims ratio, volume and number of
insurances purchased the highest role in the separation of the clusters. Also, in terms
of profitability, all clusters are different from each other. In terms of absorption
method debtor cluster with Passers and favourite cluster with credit worthy are
different.

Conclusion: Insurance companies can use the customer segmentation technique
based on the criteria proposed in this article and identify their characteristics,
identify the position of each group in the company's profit or loss, predict and draw
the behavior pattern of potential and future customers with similar characteristics.
Determine the target market and appropriate marketing strategy to increase their
competitiveness compared to other competitors.

Keywords: Customer Segmentation, Insurance Industry, Two-Step Cluster
Analysis.
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. Actionable.

. Moment Of Truth.
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. Campbell and Cunningham.

. Yesterday’s Customers.

. Today’s Regular Customers.
. Today’s Special Customers.

. Tomorrow’s Customers3

. Federal Express.
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. Good.

Bad.

Ugly.

. Brooks

. First Union.

. Green Customers.
. Red Customers.

. Hinton.

. Customer Pyramid.
10. Platinum Tier.
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. Marginal.

. Service Drain.

. International Business Machines Corporation in the United States.
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. Product Optimizers.

. Uninterested Minimalists.

. Price Sensitive Analyzers.

. Relationship-Oriented Traditionalists
. Newstead and D’Elia.

. Peker et al.

. High-Contribution Loyal Customers.
. Low-Contribution Loyal Customers.
. Uncertain Customers.

10. High-Spending Lost Customers.
11. Low-Spending Lost Customers.

12. Griva et al.

13. Semi-Supervised.

O©CoOo~~NOUIhWNBE



Olye by cisliv lagtuans 5 63555 Olpe & Jpame luaib 5l & S
S o ey o

bl 5Sks =K et a5l eslimal L (YA 0es 5 0l s
S Wssed Ol 5 plelid 1 55 5 Db WDlel Ol i 65 S ew RFMTJe
Ll ol ol (g rhe Gpae bowgge 38 b Lok 0L aie i A
Sl S s 5 RFM Je ol 1 0L i sy i (Y070 "0, 5 61
S S s S shaie ay (S Sl gl g 8 e 2 0L pie i oaenr
15 gas plelid o, Can 5 Ll el o) 5l oS b pae

D0 b S s S0 eslgls S Ollsly <Y U 0Ll -
ol e s ol slacie ol OBy T sl 5 Ol

S S GobSl e e UL G i 4 (1740) 0L 5 ol i
53 g5 oo s 1 1y a3l hole el 5 S, 51 slinad | 0L 2
sl sline 3,505y 51 bt 51 m b el s OLLLL o isse 0L

Aol

. Dogan et al.

. RFM (Recency, Frequency and Monetary).
. Jagani et al.

. Brand Devootes.

. Brand Loyalist.

. Brand Families.

. Brand Antagonist.

. Brand Advocates.

. Brand Storytellers.
10. Brand Hypocrites.
11. Offer Seekers.
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1. Tryon.

2. Neal and Wurst.

3. Kuo.

4. Two Step Cluster Analysis.
5. Sclable.

6. Schiopu.
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1. Pre-Cluster.

2. Cluster Feature.
3. Node.

4. Leaf.
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1. Schwarz’s Bayesian Information Criterion.
2. Akaike’s Information Criterion.

3. Chiuetal.

4. Log-Likelihood Distance.
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1. Confusion Table.
2. Discriminant Function.
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1. Hit Riato.

2. Scheffe.

3. Tukey.

4. Honestly Significant Difference.
5. Dunnett.

1) eslizal b e oo 0L i (gl 2 455 5 Joold 33l 5 Lsy Lo e

=

Cor s lie (glal o 93 (gduad s =



(o Jeob ssls 5 Lgy Lo e

Ol e (ko i

-

Lol b aas

oy olde (glad o 53 (gyad 5 p—l)}iﬂ 3hes

oy

B g5 o BN gy (55 POSEHOC (gla0 g3 V J gt

Dbl dools . .
senll N IE T mosesias| 4 [ 4|
740 = d 3 A, ; = 3 3 XY ;
Vg 4dgq 2|4 SENEE N R

3 3 A 3 k 3 3 K E :

—;;” o 3 o _;) o 3 =

5 > ” 3 A a

VYAY [ Ve /e [ oxo) | VYAE YWAY | ¥YY | e [ovey |ovaay |y

g | oy [ [y g v VAL | Vej00 [ a/ees [ sone | AAY | Y

Aov | ado [ e [orev | are § Wy | ovvey [ [ovey | ovara [ g

Yoyt [ VA | e [ovav | vury o YV | eV [ e | rove | ovaey | e

VONT [ AV | s/ oY | Y YTR |1 EAMNY [ ovaa [ aeee [ove [ ovre |10

Ry R R N vy [ v [ fomay | - |y

AR EETE Y YRR YT 1
.

vy [ vwe [ [ore | oyAm o Dol ovey | e [ | AAY 4/0 ° e
* v

VA4 | ey [z o] yve [ A wWAY | vy [ [ ovia| vy [ %

Y/AY [ O/YA | /e [T g § MOV | AY/EA [ a/eve AN | Ve | g

NWAA AT | s/ees [oava | e | oo Ya/eg | ¥Y/ep | /e [ a0XY [ ¥aes o

NAE VYA e o] v [ A vaxy | £YAq [ [ oar |oavaa [

VEY [ vve [ | e | oviea [0 W | Yvae [ e [oavy [ oYeey o

vy | va [ [ omi ] vt [a YAEY | YY/AL | o/ees [ oved |y [

SN | = e [ - Y NAS | AYEY [ o/enn | oY | Ve R

AN VA e [aard \ v /4 VY [ | ovas o Y

Vo [ = AN e [aaYa [ vt (o one | vy e o] v |y

A [N | e [ \ 1 0/A) | A | e/ | VA v §

VA | Y e | v Y 3 ¢ e | ouan e [ orn § °

V7Y ERVAR SN YRR ERVIS \ 3 *V 0/AA | ALY | a/ees | aver v 1 G

VAL [ Yy e | aerea Y 1 '% WYV e ey [ |y o

VIR NN VI VA2 - i VYA | YYY [ aeee | esgYe Y § &

vt | =vA | e [ vt e ALY | Y | e [ty Y 1

RV 2 N R I Y70y | =V/A0 [ e/ere [ xve | -y o

AR [ AN [ e | A ) 1 —4/0) | =V/A4 [ e/eee | o/vey T °

VAA | Yo [ ey |ovat [ viv o | ovar [ e | orve 3 1

AN | =YY | e [aavy | oY ° SYVA | =YY e | ovey | o—val | Y

VRN R R R {’\ VAA | =y [ e [ ene | —aay |y
;

Y- R 773 VIR EEVA\ S B EVA R B - W | =vve [ oy | s |

YA [ A e [ | oAy |y VA | = e [ eve | —ras | e

VA | AYE | /e | ey \ 3 YA B B V2R RN RYA\7-0 ISV I}

VN Y- S YRR VA o d ) § R BT VRN YIRS IVACR B AV {,\

VA | eaYe | e | e \ ° 7SS ERLV/S RV RY/SEN RIS i &

Ved [y [ [ \ 1 %_ —vor | =Vvo | e [T —ae o

VAL OVYA | e [ | UAA | Y WA =Yy e [ oyvia |-y A

AN RYIAR B IRVRRRN IRVES Y2 BRY/N VN I3 B IE I R s B

VAR IEVA'A LW IRV IEVER o] /AVA 0 -Y4a -y v/vea | e/OYY -Y./0 0

DEAEN YV IRVZRRS VA N BERV/N VN It I VI3 S i RPN IRV | SO IR V) S B}

ol Gt Ol el




bad o b ae b)Y
POy oyl 4 W s S Sl B s 3 el ol Sl sls Lo =W

i3S o o s 5 ML L3 - e Lol 51K m ol plubid glaas o

b ot g - dyl w57
Lol 55 8 oo dinie 25 8 Spso & 0T sl 3 o8 dnen Sl e it ol (slael
Gl Slke SOLE dwos VAN 5505 @iy <S5 gl esnsw L i
S M daes S5 e etasp LOL @ls s b e ads nl Ot
ol Jol es Jgb bl e @1 OT 4 do 3 WY Sl b g 5 LB Slaiss
el o] sty Jl A adr IS ke 55 Jlo 0 VL Vaeme oS5 Loy S
by G 5 b 5ol a5 03,0 end IS aey L1y 3 Slayl 3 S s Wl
Ll OS5 Sledst (gl g eSS 5 e OT WU S e L s et
Sl g gpdge pl S LS o0 Ol L) de p il S G bsas 0L e ol 25
i 5Nk 4w gl 33 8 e el SISy laaey 58 5l AU Sy Al
S0 03 0L xie e S pl S (6 atems dalys 5 5 (Ao 2V 0) 05 8 pl sl
b ge ad ol Glasl b o Gl Sl 0l JUSTs aa G J g5 pde 5l 0S5
Lgd o AL S 5 ogar GaeS 5 Jols mi 5 4zl 05 Y B Y (o gel
sy aslaads IS o a dle 00 Bie ey 8 5 do s £1/Y adss ol O i
L ol slacy Jl 5l 58 Ol s pes aay O szman plaasbiany ol ol oliaz]
Oless JoSo any il oo b 0L 2ie 5los S cnl 2 sl iy a2l o 0L 2l (]
SOl 4 1) len Slods e &S5 0L rie ol jes a2 b s g &
Sl 4 phl oS s Lol ans bl Biee Ol iie Sl es S nl el 03500
S S b Slmie (2l Olalst aay Gl 2 alad ol diles sad Cnd

1) eslizal b e oo 0L i (gl 2 455 5 Joold 33l 5 Lsy Lo e

=

Cor s lie (glal o 93 (gduad s =

0f



«...J_l;\._!u,ql.:iaéi%fj:6.&;.4..‘:,}5ﬁ)ﬂb‘lumll{wwogﬁix&x{ﬁéékijJ.’ilé:}l:}liﬁ Lol

00

ol & —p93 Al 9> #
B S Dsons oS A SBhiaay Jols sl ad O pie diles 4l ol
3 bolesle B 5 45 0L ie 5les S cpl il e o)l 3 ls aan 2S5 L
song Ol oS tan Slods olite bes dlal o clled Jss slaolKans
o e Sls sls 65,8 cpl 331 LAES e (ol 5 L a5 b sladey WK
03 5 5,0 OB Lidey 03,5 inl lp oyslo laasl ang il o Jlu £0 B Y'Y o
LLs y as gt opl glasl lalys (:Kle 055 Gl .ol o213 513 idg Co |
Sal aay ¢ 5 a4 a5l ramen 5 LOLSLL 650 opl Caale 4 by e S ke
Slp Y@ sy s kst Koy Loy o0l 0L ie Sled o 1) adp ol (8L,
s 3 Sslam Ol shoys 00 Loy Sle (sl S els 15 OIS any
DS i il S 0 1 il e psdse ol O (Sl 0L e ol sl
Ol e 31 0351 030L5 oo O iia 05,8l el 63 5ad Jleel WOT sl 1y
3 okd Sl G e and b 2l 05 S ol 0L ke s oS5 s L
L a5 opl 5 Lloall Ol 50 5l e 8l ol sl Lol anl gle Sl
ol Lol |y Wilos gad diaie 51351 3 o Siuled b g a5 5L nis IS 51 Ao s Y/

el 4 5 s go Ok g 53 oa 0T &S

el b5 — p g 4d g5 #
a3l 3Ll g 4 oS s St OF lael 8 plaad = 5l s (S
Sl 058l il o larm 55t 4 o s g 5 p s 4 g5 (il gl day s 5
o &S 5 el 0L e 5l A, VUV 80k oS (g sba duib o oYU el o
sl 5 OLMS Ay 4z 5 S5 passe oal S Al I wder ol
S lacumd go 5l Lol omen bl o b | el oLo1L sla g3l 2l
5 Sltle WLk 5 edige 05,5 Jold iy 8 daes Sl el
el o 50 UG Sl slaesl o Vgans L0l &y = g Al e OS5



s S M Slaiss Obte Sl e S nl aase dlanls 4 2S00 S
(e Jlple e 538 sleslinad |5 aled e ) bl & OF1 k)
055 onl s RS 1 Sledst g ol w1 3B (Y0 Sle) S
Aol e ol = 1y Jlsel 5 Oletle 5 LolS (Ol sun srasbany i
JS 5l ae,s ¥V/0 &S il e oS 5 ol Saule Lol mie cpl slsyl o zi
FeS 05,8 cpl n sl 13 Fd il gl e el b Sasles opl slasls,l 3
il e 0s Sl L3 adle O ass glls sl Slsl o op w5 eslil Bl
a3 S 1y 55 0L rie 31 deoys VoY 5 Ol e 5l Aoy YO imes

sl ol jolanstl s gt ad gl 0L e Wiles el asliaay L 5 4 C\Jél

;;,bm,_f,q.? W #
Y oadpt ) Objrie Blos abaey sl SKile Ans e OLE Gled g e sl
£5 i o Ain 30 Ay 5 SIB laaay DL 33l B oS sl
lgos o5 0T Jolon & ar gl il Cihd Ol o it Jlisay (Bl 4ag
S @I 5 g pss sl Sl lan by 053 Cows Glasyar B b
Sl et 5T o 11l e bnasbiae glsil o 51 UG Gased aey Jbis 4 o
ol (shoss BN bt b 5 Sy Ol 4 4 sl Sy il Coeal WO
S es S ol il e doys AN Bl 5 Ao Sl geS ad opl (Bl i
oS yaseia Jlo S K0le o s S8 8 55 068 (55lsls s Ik glls 0L i
Lol Jad 5 o ¢ 5 51 Sl 50 gm0l 5 dip o LSl o £ 5550
iy 3y laaslany o5 Sl Ob e e OS5 sl Sladst LS & 5 AL
O e Ao )3 WT/8 S 03505 5L 33 doy OS5 (655 0 s B 28,5 sl Silas

.JJ)\J)‘J; aj/fw‘)b LQ‘-;JM.{LN

1) eslizal b e oo 0L i (gl 2 455 5 Joold 33l 5 Lsy Lo e

=

Cor s lie (glal o 93 (gduad s =

o1



«...J_l;\._!u,ql.:iaéi%fj:6.&;.4..‘:,}5ﬁ)ﬂb‘lumll{wwogﬁix&x{ﬁéékijJ.’ilé:}l:}liﬁ Lol

ov

HEY ) Mace 4l g7
3l akle Ol pie 055 ol S WS jasis dad e s s 4 sl
b o a das e ] be Slags &S 1) S 10 L landls [y oS8 5l ool
SV ol o war sl le o Sl Gl s Ole 3L s b o e
JB a6 5 a8 S 3 plat Cod 0S8 (gl s (dosn VoY) S0e L O e
3 oder g SblL el sl s ) gl Bdas ol sls _ralS (glalaSle
syl 3 die a o8l s Sailed Go b 31 iy LOT 53 pdy b ol (655 0 Ak (5 5
A3l e g pl 0L e b s Saules slaslsyl 3 5l a3 ¥1/0 &S| 2 duled o (las
Sl ot SleiS gl LOT Ll A3l oy 0L ke ) J) ol o5 Sl 4 45
S5 o O G 4y ok ol slaaysa 0ASL Yol 5 Al o b Siylas
Slis 505 5y Sl 03505 B Oyl bosla)l B e (gl | sla Sles
S5 m IS 5 Slome sl s el ol (Bl laa 3 5l 5 Lol Olasaolas
53 S (ool 3l als Ll ey 8 ol sliasl Al o 05 S 1l OL e 4 el &1 gl
o2 blba s ple s Obrte Jold asdy o Wlosgad b ar plB Okl S e
B V,LJ; 5 (o3 ON0) il e Syl Bl 5l O il sl o iy 3L e
Al ey adt e b s gLl ey S o 03 (Ao 00IA) Wlas s
3 e LUy aasliany ads ol Obile Blos ann #5 il oomes

Al o S ol e

& &

oSl ot ad g #
WLl 8y b > e day GBS 5 el It 0T LS (b Je S L pe
o Bl 5l 5 a3 S 5w plBl (35 Do a oS L e il e 0T 4 el
Ve Sl b Sy Ol 2y 4 03905 o3lisd |y 4y 5 B (slatoy b0 0T 35 4 =
dow S0 gl et oled w3 1 s YUY b (gsln 5w o Kbe op 1S 5 Ao s

bl ol el 6 e ges s S5 5l |y it Ol S 4555 el Ol e



33l G Sl sl Al e a0l (W Sl 0 5 0S5 4 Lol oS (sl
CS L5 3 es S pl Sleds il e 5 SKke 5 3 S by Sledst S5 ) 45 e
St 3550 s Sl e 5 33l kel & 5,3 bl g Vol 5 a3l o IS
Sl oty wdt ol gl il e S0 sl 5 el a il |
b a8 5 esls ol sl Aoy 81/ Sbe b S0 gl s oS el
Cogo oS opl 53 OIS 55 oS als b sl e p3 bt 4l 2iy 35 W0
ah gt 4 Gl baad gt i gl O e Ao )3 TVA izees 3,8 e plnil (0 4
Lol @ pymge adgt nl & bogr e e la Sailed 0L e doys WA 3L o o
NWESYIRL VA B V‘L?’"" Bsd Aoy b ‘V.l@: dops W s SHde Bl il

V\J‘M\JJ\} a); Q’i‘)b lAu,M.’LM:J LB)B M)J/\/-\jlﬁu,@:w

S5 aom 5 Lm0

LS gl e S L e K a5l Gl 4 den S 3 (5t 250
by akd bl a5l 355 Al U i al il Al oyl e Oliesl
Slaause iman 5 S0 asee Glaagia Sl Olipgw (s OGI 5 0L s
03135 e 5 a1s g O 2te duad 5 glalid all 31 plUS A (sl e sl
Sl Gl ol b 3 il 0dd Ll el 51 SGpn 5o 8 5513
Lol a4 Ol e sl Ol 4 4 5L slite Sleds Ol S5 slacs 2
Gl St Je s sl @5l SO o LIy e ol ol 5 Las e 4l

338 b den glacs 2
(osls g Bl s Ol 330 paiie e laasl el
Ly G ey o7 g 0k (5 ity SUART 5 o ot b (sl ke
531 0L e Ky Ol 5 Lol o 8 izman Ll o Sl aad i (3lalir
Sy layine 5l S Olsea 5 s mte (bl dip Sl gl baad 1S5 a
33 S gl pine by 2 OF 30 5 s s bl slaes S S o

1) eslizal b e oo 0L i (gl 2 455 5 Joold 33l 5 Lsy Lo e

=

Cor s lie (glal o 93 (gduad s =

OA



«...J_l,'\._!u,ql.:iaéi%f}:6.&;.4.;:)5ﬁ)ﬂb‘lumll{wwogﬁbégﬁséﬁjJ.’ilé:}l:}liﬁ Lol

04

wlie Dlidos ple @ Cand Gl 2 83 LB a0 Lol ea g S (duad
gros ol Sl Wil DL ie a5 Jise glagasls led (35 iy
23 S 5 oS e sl o 1) 0L nte S gl SNl led sl es
el 0 dss S a5 Ol a8 Slidss plu 53 a5 (glaxsS s o 513 O e sl
it XVl Oyl 4l sl slas sl oy 4503 YT 3l Ol 3l piean
B L e ST 1A GIEIPRIN, | S FRPTE F YRR AR I
43}«50\MJAJ@QWb%ﬂj\&ﬁﬁj‘bbdﬁwQ)w(\Od‘jv\?—@u.@ﬁ
adpt Sl oped Al e oslite KK L st e (53l sm ke L5
3 e ol Dglize il 5 (glaa ot b la_otom s 5 5 OLISA, L aole
Cosle agatory s 5 s I slaatt b Gd) 4 pamse Al i Ul
3 Sy Uge i o O ol b 55 Spld (s gas emen Al e
e 0k B jasie bad g ol sl bad gl Spp (ol Ul 5 Cplas o
ok el (snd s ot gl Slaed ot 5 3 50 SAE & a5 e

A5 S @l 5 ISE CIB 55 s 3550 Sl L

PSRN

oS Solsles sk
/\ :
k Lol gig> b0 599
3‘ . | 2
‘—i Q‘)A:b) | Lol W \})
)
o| Lo i \7
o Cads s LS 5 e b

odd plols sbad s N S

OEx, & il



daw Ob i calise gloos S 5 ol sdalie lacsls 5 iash oyl =i
noarg b by sl asse 3 Ok ate 633 GLLL oKl & ar g o,
5 Slatle 4 ax g pde S ol 33l Dbl o5 4 Cmo ool 3,00 (sla o
3 oy Cs Sy 35 o Ml eS8 Sl il 0L e sla Sa
Dl lacln i 331 53 e 3 e ) S 2 o pe Ml o5l oo
Olpse el o momad 5 Sy Olgee 3135 0L 2t Ctli S | bl o
Shuad STl (S0 b Bda Slaes S (15 sl el 5l ABT 5 (o lslis
o 140 ol A8l 13 OS85 Ol St 3 1 (g3 s
D3 p iy o o da Saylad 5 eS8 S 5 50 5 O 0392 28 4 ar 5L o8 ey
L2l gl (e dsde opl Sl el o3 sed sl 1 Glosle 055 mBies 5 Sl
Sy g i 5 Sl wey SSE 5 S ds GbLL gl Seslad b cpl b
ol dal g gl b 8 e D 0l SLL el bl Sl

4 oepbo glanl oy flail #5355 5 @y (pl D3 aaS @ gl Gl
orl slgdg slaslne el 0L e o ioe ) b s S e olgdy dey slacs 3
laes S 51 Spm ol plobid ¥ Loy § 51 Km0l i sla S5 alobis Y e
S S5l 15 o5l 0L e ()5 SN o5 5 it £ IS 0L L e
S esS a NS e atls o am gl Colie Jeled slagssl il 3Ll 0 alie
Sda ik e Ve 851 pa Sllas 4 5 b Sl s (sl sl TV 0L 22
Las GBS e a Cond s 265 O o LG 5l

5 bld 5 SISl bl b e G S e day sl 1
SIS Jole Olye a5 Saa 0L il 5 o5l O ite glaadp cslis
B 5l 28T 5 oo bl 55500 b s e Sl 5 e Smio DL IL al
(S Sed L (Gll o8 Dgmen il lolge o ) 3 Cias

s Slole glagl zul 5 el i pl ol 55 ple 5 L3, &8

1) eslizal b e oo 0L i (gl 2 455 5 Joold 33l 5 Lsy Lo e

=

Cor s lie (glal o 93 (gduad s =



«...J_l;\._!u,ql.:iaéi%fj:6.&;.4..‘:,}5ﬁ)ﬂb‘lumll{wwogﬁix&x{ﬁéékijJ.’ilé:}l:}liﬁ Lol

A\

a5 Tadme b 5 ool Laasipt 51 Sopm sla Sy 5 bl sl b cilize
Aol g

3 Pl Gl ol oS8 SLLL GF Rl mes e 5 L ien
mesly > Codbse e 05 5 AS Sl eled (85 R Ok rie ele
el g Dbl el LG asal il b oS e glaal g5l
3 S dal ald 55w s Al ey OIS (sl

il S b glaesls 4 s 53 GuiS (pl Cudgdewe 4 a5 L
CS b S ek adllee 4 ST Olids s 65 33 8 e slety e
NS G Sy anlie 5 wnp 5 (Ao 5 o S S daxl 5 e
Lol eism OVd 5 liees 4 immes 3 gd antls g  olalld 50 glaad
0L ie (gboos S 51 G m o Dl grs Gac sl @ a5 b 55 oo 5Ll 55 4ew
5 sl LBl gl sl 5 S b s s by s Ll
A s dal g e oS Sl a5 0L sy ) s il ey S o e
S GALS 8 (g g Sl ol &Ll (lany Dlods g1l 5o 55 50 lasl& 55
Sl sl eyl Slaesd 4 aliws 53 (ol LS b Ol 55 ans
S el 0Ll dor el 5 0y S ele )ls a5 055 0l O Rl
SO S5 plld b s &S (epdse (ol el e glasS 2

A Al Lol 0L e slasli 5 b Shs e bes



s

O DBy e ALl3b dad SOYAT) 5,8 (ST 5 ok 1S
FAA gl i g P €Ol

53 SPSS 5,58 el lacal, (WYA) Lo,y ( JUs (s h0 50 S (oS e
MY pss Pl d S (S laesls Jdod) iley Dlidos

3 e e DL A e (1T0) sl (6 ST ¢ o (Dl tn ol o
e 2ol Slidss (AIO) (5831 51 eslinad b 0L e S5 S G2 b
00-VE Law (Y)Y

G o e S OYAY) dd 5 e a) 5 e o5 45 pmmme colydonnn 0 jo ¢ LESI

VY gy aalbtiagy (Slons 555 G 153550 anlllan) jas doy O it
40-1E e

Bayer, J., & Taillard, M. (2013). A new framework for customer
segmentation. Harvard Business Review.

Bose, R., & Sugumaran, V. (2003). Application of knowledge management
technology in customer relationship management. Knowledge and
process management, 10(1), 3-17.

Berson, A., Smith, S., & Thearling, K. (1999). Building data mining
applications for CRM. McGraw-Hill Professional.

Brooks, R. (1999). Alienating customers isn't always a bad idea, many firms
discover. Wall Street Journal, 1, A12.

Campbell, N. C., & Cunningham, M. T. (1983). Customer analysis for
strategy development in industrial markets. Strategic Management
Journal, 4(4), 369-380.

Chaudhuri, A., & Shainesh, G. (2001). Implementing a technology bases
CRM solution. The ICICI experience. Customer Relationship
Management: Emerging Tools, Concepts and Applications, 174-184.

Chiu, T., Fang, D., Chen, J., Wang, Y., & Jeris, C. (2001, August). A robust
and scalable clustering algorithm for mixed type attributes in large
database environment. In Proceedings of the seventh ACM SIGKDD
international conference on knowledge discovery and data mining (pp.
263-268).

1) eslizal b e oo 0L i (gl 2 455 5 Joold 33l 5 Lsy Lo e

=

Cor s lie (glal o 93 (gduad s =

Y



«...J_l;\._!wl.:iaélwfj:6.@4..‘;?ﬁ)ﬂljla:lewWQQW6MﬁééﬁjJ.’ilé:}l.sjliﬁ Lol

v

Dogan, O., Aycin, E., & Bulut, Z. (2018). Customer segmentation by using
RFM model and clustering methods: a case study in retail industry.
International Journal of Contemporary Economics and Administrative
Sciences, 8(1), 1-19.

Gavett, G. (2014). What you need to know about segmentation. Harvard
business review, 70, 5019-5028.

Griva, Anastasia, Cleopatra Bardaki, Katerina Pramatari, and Dimitris
Papakiriakopoulos (2018). "Retail business analytics: Customer visit
segmentation using market basket data." Expert Systems with
Applications 100 (10), 1-16.

Hinton, T.D. (2001), the Spirit of Service: How to Create a Customer
Focused Culture: A Customer Service Strategy for the New Decade and
Beyond. Kendall Hunt Publishing Company.

Jagani, K., Oza, F. V., & Chauhan, H. (2020). Customer Segmentation and
Factors Affecting Willingness to Order Private Label Brands: An E-
Grocery Shopper's Perspective. In Improving Marketing Strategies for
Private Label Products (227-253). IGI Global.

Kuo, R. J. (2001). A sales forecasting system based on fuzzy neural network
with initial weights generated by genetic algorithm. European Journal of
Operational Research, 129(3), 496-517.

Lieder, 1., Segal, M., Avidan, E., Cohen, A., & Hope, T. (2019, December).
Learning a faceted customer segmentation for discovering new business
opportunities at Intel. In 2019 IEEE International Conference on Big
Data (Big Data) (6136-6138). IEEE.

Liu, D. R., & Shih, Y. Y. (2005). Integrating AHP and data mining for
product recommendation based on customer lifetime value. Information
& Management, 42(3), 387-400.

Maass, P., Graf, A., & Bieck, C. (2008). Trust, Transparency and
Technology: European Customers' Perspectives on Insurance and
Innovation. IBM Global Services.

McWilliams, G. (2004). Analyzing customers, Best Buy decides not all are
welcome. The Wall Street Journal Online.

Narayanan, A., Lawrence, F. B., Rao, B., and Krishnadevarajan, P. (2007),
“Customer Stratification: Understanding Customer Profitability,” POMS
2007 Annual Conference.

Neal, W. D., & Wurst, J. (2001). Advances in market segmentation.
Marketing research, 13(1), 14.



Newstead, S., & D’Elia, A. (2010). Does vehicle colour influence crash risk?
Safety science, 48(10), 1327-1338.

Peker, S., Kocyigit, A., & Eren, P. E. (2017). LRFMP model for customer
segmentation in the grocery retail industry: a case study. Marketing
Intelligence & Planning, 35(4), 544-559.

Schiopu, D. (2010). Applying TwoStep cluster analysis for identifying bank
customers' profile. Buletinul, 62(3), 66-75.

Wei, J. T., Lin, S. Y., Weng, C. C., & Wu, H. H. (2012). A case study of

applying LRFM model in market segmentation of a children’s dental

clinic. Expert Systems with Applications, 39(5), 5529-5533.

Zablah, A. R., Bellenger, D. N., & Johnston, W. J. (2004). An evaluation of
divergent perspectives on customer relationship management: Towards a
common understanding of an emerging phenomenon. Industrial
marketing management, 33(6), 475-489.

Zeithaml, V. A. (2000). Service quality, profitability, and the economic
worth of customers: what we know and what we need to learn. Journal of
the academy of marketing science, 28(1), 67-85.

Zeithaml, V. A, Rust, R. T., & Lemon, K. N. (2001). The customer
pyramid: creating and serving profitable customers. California
management review, 43(4), 118-142.

Zhang, T., Ramakrishnan, R., & Livny, M. (1996). BIRCH: an efficient data
clustering method for very large databases. ACM Sigmod Record, 25(2),
103-114.

1) eslizal b e oo 0L i (gl 2 455 5 Joold 33l 5 Lsy Lo e

=

Cor s lie (glal o 93 (gduad s =

¢



S ) S | L L.;JJ.P))
9 L .L.;M ES g J..plﬁ 3413 5
L lae > }iﬂ oslainl U aen Cxes e S
Lodad ¢
AR S s S S 2 ) e 4 S L)

o

N ol

Sb ol

ol Jlo sl lis ol

OBt 95 &S, Lis

o3 S S 5l Wlis opl (g5lueslel s St o pled

él:.a oo

Z . . L;J
S 2N OBk 5 bl als
' Lo (2ol 4 sSmen dllis (pl 53 O #
S, s gy R

ol oS g

- INFER . “&L
- ‘chqb)(cc)%‘ﬁy‘dgw‘yi@”



