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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 performance evaluation, Performance 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.
b Shy  Louls 95 sleose>
& o 53, bl LLs,l &S5k

Al 0 Laals8l sl laaal 38,5 S bLs)|




(\T'V) Y G)La.:lb“ )92

122 VYA-VPY tasein MMSQJQ““P"‘

daolol - J}d?
Table 1- Continued.
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Figure 2- Details of the CRISP-DM process.
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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.
03 ol dranpa ilwolad (sl s £53 @Sl bsn) Jlae Sl Jpls I8 g3 wnwd 3 oS Glagg e 350 55V Jod> polks
&LA)LQM (Lhd.ﬁfsﬁ.:ﬁj s.)l?r:a‘)b d’b—b} C)m C:é) g:,\.g}- BE) ui»)&: «olods @5[{)) ;5-"")} Cﬂﬁjw cdﬁls LAé—L\iL«) slass zg:,o'-l.)j‘
A3 0L g ) bajlms el Cunios 1 S a5 g L S s

Y adgs o Slos-Coan| =F Jgi>
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.
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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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