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A Study of Customer Churn by Analysing CRM Customer Data
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A Study of Customer Churn by Analysing CRM Customer Data

Sang Yong Kim”*
Ji Yeon Song**
Gi Soon Lee***

Abstract

Customer Relationship Management (CRM) is a corporate marketing strategy maintaining and
managing customers. And with CRM companies maximize the customer's value through a series of
processes of new customer retention, VIP customer retention, customer value increase, potential
customer activation, and customers for lifetime by collecting the customer information and taking
advantage of it effectively. In particular, as the competitive environment is changing rapidly and
getting more intense, maintaining the customer retention through customer churn management
becomes more Important in order to increase the customer value for maximizing the company'’s profit
and to build up the relationship with customers. For example, the financial industry has managed
the customer churn with the concept of customer segmentation. Recently the customer retention and
churn management is becoming increasingly important in all business fields as well as financial
industry since the companies expect the effect of preventing the customer churn by identifying
characteristics of customers. However, despite the increasing interest and importance of the
management of the customer churn, not many of studies are systematically executed by analyzing
the data of customer churn. In this study we analyze the actual data of CRM activities for the
customer retention, specifically the data of TV home-shopping. By doing so, we hope to identify the
differences of demographic attributes and transaction specific characteristics in consumer behaviors
between the churning customer and the retained customers, In addition, we try to find out the
variables which can impact the churning of the customers and to predict the churn rate of
individual customer through our proposed model of customer churn. In the end, based on our
findings we suggest the possible marketing strategies for TV home-shopping companies.

Keywords: CRM, VIP customer retention. customer churn
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