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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.
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. Actionable.

. Moment Of Truth.

. Maass et al.

. Campbell and Cunningham.

. Yesterday’s Customers.

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

. Tomorrow’s Customers.

. Federal Express.
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. Good.

Bad.

Ugly.

. Brooks

. First Union.

. Green Customers.
. Red Customers.

. Hinton.

. Customer Pyramid.
10. Platinum Tier.
11. Golden Tier.

12. Iron Tier.
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. Lead Tier.

. Zablah et al.

. McWilliams.

. Narayanan et al

Core.

. Opportunistic.

. Marginal.

. Service Drain.

. International Business Machines Corporation in the United States.

10. Support-Seeking Individualists.
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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.
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. 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.
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