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Research on customer churn detainment in telecom based on rival counterat—
tack and customer detainment value maximization

LUO Bin' SHAO Peii' LUO Jin<ao' LIU Dusu’> XIA Guo-en’

1. School of Management and Economics University of Electronic Science and Technology of China Chengdu
610054 China;

2. School of Electrical and Information Engineering; Southwest University for Nationalities Chengdu 610041
China;

3. Department of Business Management Guangxi University of Finance and Economics Nanning

530003 China

Abstract: Firstly a dynamic mechanism affected by four effects which are the detainment excitation effect
the natural bleeding effect and the word-ef-mouth effect is analyzed and the evolution route of customer reten—
tion rate in customer detainment cycle is obtained; secondly four coefficients influencing customer retention
rate are proposed which describe the effects above including detainment excitation coefficient competition
counterattack coefficient natural attenuation quotient and word-ef-mouth influence coefficient; thirdly cus—
tomer detainment cycle is obtained based on the evolution route of customer retention rate and customer de—
tainment value models are established under three circumstances depending on whether the competition coun—
terattack effect exists or not; finally a customer detainment cost evaluation model based on customer detain—
ment value and customer detainment cost is established meanwhile a customer detainment ranking model
based on the importance of detainment is built. The experiments results suggest that the customer churn de—
tainment method put forward in this paper is feasible and very efficient.
Key words: competition counterattack effect; detainment excitation effect; natural bleeding effect; word-of—
mouth communication effect; customer detainment evaluating model; customer detainment strate—

gies choice model.



