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Abstract

Purpose: In today's competitive environment, organizations must identify and understand their needs more deeply to retain
customers and increase profitability. This research aims to develop marketing and customer retention strategies by utilizing
a data mining approach and analyzing customer performance.

Methodology: In this regard, using clustering and the importance-performance matrix, customers of one of the major
mobile operators (Irancell) were divided into three clusters, and optimal strategies for customer retention were developed
for each cluster.

Findings: The research showed that each clustet's factors affecting customer satisfaction and retention differ. In one group,
service quality was more important; in another, tariffs; and in the third, communication channels with the company were
more important.

Originality/Value: This tesearch innovates by combining data-dtiven methods and petformance analytics to design

customer-oriented strategies that can be implemented in the real business environment.

Keywords: Supply chain petformance evaluation, Petformance indicators, Factor analysis, Network data envelopment
analysis, Variable returns to scale.
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Figure 1- Customer relationship management cycle.
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Table 1- Areas of application of data mining.
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Figure 3— Two-dimensional clustering diagram.
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Table 2- Performance measurement dimensions and functional definitions.
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Table 3- Calculated Cronbach's
alpha of the components.
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Table 4- Review of the number of
customers in each cluster.
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Table 5- Importance-performance of cluster 1.
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Figure 5- Diagram showing the status of criteria in the first cluster.
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Figure 6— Marketing and customer retention strategy in the first cluster.
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Table 6- Importance-performance of cluster 2.
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Figure 7- Diagram showing the status of criteria in the second cluster.
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Figure 8- Marketing and customer retention strategy in the second cluster.



1Yo

oo SBG P pl A2wgd Cig> (Sl010 8 g 3 o8law / 3151 5 el

Sl s gl el il s sl (s s s ‘5”@5;@;3))\?.»@Jéj\zj\}r}.ﬂm:y«f&udﬁhgyﬁl\d‘gk&w
Coniog A S w8 1o 3 50 il a5 s _olaslms (SLIKE @ Sy 5 ONSCoe JUiSH 3 ooy 5 SIS SleMbl 4l laad 5 o35

a3 s 9L o ) Lyl ol enlials

Y adgs o Slos-caponl -V Jouz
Table 7- Importance-performance of cluster 3.
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Figure 9- Diagram showing the status of criteria in the third cluster.
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Figure 10- Marketing and customer retention strategy in the third cluster.
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