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the insurance businesses in Iran
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Abstract

Nowadays, interaction of insurance institutions with customers has been more expanded compared to past
considering the economic and competitive conditions ruling the market. It has been a concern in this scope to
identify specifications of various customers and optimal allocation of resources considering the value of them for
these institutions. This study was conducted to identify factors affecting segmentation of customers in insurance
businesses of Iranian market. The used method of this study was applied in terms of objective and survey method
was used in terms of data collection method. Statistical population of study consisted of experts and managers of
central buildings of insurance companies in Tehran; according to Morgan Table, 92 experts and managers were
selected as statistical sample then questionnaires were distributed among them. Considering the results obtained
from this study, it can be stated that benchmarks of RFM model including monetary value of exchange,
frequency of exchange and recency of exchange on customer segmentation in insurance businesses of Iran’s
market. Many of managers believe that company should not pay any cost to obtain any customer at every
profitability level, but they should spend their limited resources optimally in order to obtain and maintain key
customers of company.

Keywords: Customers Segmentation, Customer Lifetime, Exchange Recency, Exchange Frequency,
Exchange Monetary Value, Insurance Business.
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