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Why study customer behaviour?

Customer behaviour determines the success of service 

programs

‘The Customer is King’:

Organisation influenced by consumer needs and wants
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Source: Siriprasoetsin P. et.al, (2011) Factors affecting customer relationship management practices in Thai academic libraries
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• Customer segmentation.
• Predict prospect future value.
• Predict likely responders.
• Predict best product and best offer.
• Determine best offer timing

• Predict cross-sell and up-sell.
• Determine natural product affinities.
• Determine most profitable
• Marketing offers / messaging.
• Increase loyalty and share of wallet

• Predict likely churners and reasons.
• Determine customer potential value.
• Determine best retention offer.
• Increase loyalty.
• Win back lost customers.

Customer Behavior Lifecycle Modeling
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Steps :
Relationship based customer cares

 Maintain customer info
 Blueprint the customer contact point
 Analyse info feedback
 Conduct satisfaction surveys
 Manage communication programme
 Host special events for customers
 Audit and reclaim lost customers



Customer Behaviour 
Analytic

9


