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The major asset for any enterprise is the customer base. Without customers there is no business. The Marketing evolution of the last decade drives investments to Customer Relationship Management instead of new Customers Acquisition & Mass Marketing Techniques.

In order to effectively manage your customers you have to know them in terms of needs, behavior, volumes and activity.

The following are basic prerequisites for delivering successful CRM:

1. Information systems to store and manage customer centric data (data warehousing)

2. Analytical processes in terms of software and knowledge to transform data into valuable customer information (statistical analysis – data mining)

The main objective of this lecture is to highlight statistical algorithms that have been integrated to statistical analysis tools as well as data mining platforms and are used for knowledge discovery in customer centric enterprises. To be more specific applications as follow are going to be presented.

· Propensity modeling for effective cross/up selling using algorithms as classification trees and logistic regression

· Customer segmentation using combinations of factor analysis and cluster analysis

· Life time value estimation using advanced statistical techniques like survival analysis – cox regression

