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ABSTRACT

In recent years, there is an upward trends in terms of the intensity of the
commission fee war for the securities industry. At the same time, the launch of
a unified account platform accelerated the customer churn rate between
Securities Companies and intensified the industry competitions further. These

-1 -



new circumstances has presented new challenges both in brokerage services

and customer management ability in the industry.

This empirical research aimed to predict, identify the reasons and analyze
potential customer defection using logistic regressions, discriminant analysis
model and correlation analysis to mine the internal CRM data of A securities
company combined with other qualitative and quantitative research of
customers. Thus securities company is able to intervene and prevent customer
loss in advance, which will subsequently lead to a lower costumer attrition rate
and increase the company’s CRM skill and competitiveness eventually.

KEY WORDS: Customer Relationship Management; Data Modelling;

Potential Customer Loss Prediction; Behavior intervention
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