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Using Survival Analysis in CRM

M. Younesi, S.R. Mirmajlesi

ABSTRACT

Survival analysis is a statistical method that utilizes to analyze the data. This method can use to predict
the length of an event or estimate impact on the course of an ordinary. Many service organizations focused
on increasing the longevity of the relationship between marketing and customer relations and they have
accepted it. The question is whether there is a relationship between customer satisfaction and keeping it. This
study is conducting with the result that companies respond with appropriately services to customers tend to
withdraw. In this article, we will investigate the role of survival analysis in relation to customer and provide
a mental model of the expected value of the customer. Finally, customer behavior using a Cox model will
estimate in the insurance company. The results suggest that service quality, company reputation and
customer satisfaction will have a significant impact on the customer's withdrawal.
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