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p}=w= R= |w=mxO=O ẁ[wt |wQ |OH VywSB "OvDN=OQB u; =@ \@DQt |=yxRwL w
'CiQo CQwY xv}tR u}= QO |O=} R |=yxar=]t w =yVywSB "OW ẁQW 90 |xyO
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23



A
bs

tr
ac

ts
of

P
ap

er
s

in
E

ng
lis

h PRESENTING A MODEL BASED ON
DATA MINING TO FORECAST
CUSTOMER ATTRACTION USING
DECISION TREE IN CUSTOMER
RELATIONSHIP MANAGEMENT
A. Kazemi(corresponding author)
abkaazemi@qiau.ac.ir
M. E. Babaei
m.babaei1@gmail.com
Dept. of Industrial and Mechanical Engineering
Islamic Azad University

Sharif Industrial Engineering and Management Journal
Volume 29, Issue 2, Page 15-23, Original Article

c
 Sharif University of Technology

� Received 19 January 2011; received in revised form 22 October
2011; accepted 31 December 2011.

Abstract
With the rapid change in the business competitive en-
vironment, enterprise resource integration and innova-
tive issues of business operation have gradually become
the most important issues for businesses. Furthermore,
many organizations have implemented novel informa-
tion technology and developed innovative application
systems to enhance their competitive advantages. CRM
systems can help organizations to gain potential new
customers. Customer relationship management is a multi-
perspective business paradigm which aims to maximize
the bene�ts gained from relationships with customers.
Today, in the quality-based and competitive world, which
is known as knowledge time, customer attraction is very
important. In line with the slogan, \the customer is
always right", customer relation management is at the
core of an organizational strategy. It plays an important
role in four aspects: customer identi�cation, customer
attraction, customer retaining, and customer satisfac-
tion. By analysis of customer life cycles, commercial or-
ganizations have obtained increases in customer value.
Data store and data mining tools, and other customer
relation management methods, have provided new op-
portunities for business. Data mining (DM) methodol-
ogy has been of tremendous assistance to researchers in
extracting hidden knowledge and information inherited
in their data. This paper, by the practical use of data
mining in identi�cation of potential customers, tries to
help organizations to determine identi�cation criteria of
potential customers in the competitive environment of

their business. It also presents mechanisms for iden-
ti�cation of potential customers who have the ability
to become real customers. In this paper, using a deci-
sion tree tool, we identify main criteria and determine
their importance levels. We also consider that each main
criterion consists of several sub-criteria, and we deter-
mine their importance in turning potential customers
into real. We allow organizations to sell the process to
each attendant in a direction which results in attendant
(future customer) purchases, considering the criteria and
sub-criteria identi�ed.

Key Words: Data mining (DM), decision tree (DT),
customer relationship management (CRM).
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