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Abstract

Using Data Mining Techniques for Improving Customer Relationship Management

Golchia Jenabi

Since 1980s, customer relationship management (CRM) has become an important concept in
business and marketing. There is no general definition of CRM. It can be described as a strategic
approach of using information, processes, technology and people to manage the customers’
relationship with the company which means marketing, sales, services, and support across the
whole customer life cycle. Customer relationship management refers to the managerial efforts to
technologies and processes that helped to understand firms’ customers. For this reason data
mining techniques have an important role to extract the hidden knowledge and information
which is inherit in the data used by researchers. This investigation focuses on the current
automotive maintenance industry in Iran and apply various data mining technologies to
partitioning customers and its purpose is to determine the group of potential customers who are
more likely to purchase optional services after grantee time. Whereas the dataset used in this
study is the real data of company, many steps of preprocess were applied and dataset records
have been divided into two categories by attributing labels to the records. After preprocessing
steps, CAID, C5.0, CART and QUEST methods of decision tree has been applied to classify
customers and help the desired organization to make decision. In addition Neural Network and
Bayes Network has been used to classify customers. K-means and Kohenen algorithms are
clustering algorithm has been applied. For evaluating tested models, many variables such as
recall, precision and F-measure have been used. By the results of decision tree methods, there
are some more important features for the firm to making decision and the result shows that two
algorithms of CART and QUEST conduct more useful rules for the organization to attract and
maintain more customers and finally gain more profit.

Key words: Customer Relationship Management, Loyalty, Data mining, Decision tree, Neural
Network, Bayes Network, K-means, Kohenen
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