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ABSTRACT

Customer Relationship Management (CRM) is the key management tools to gain
the sustainable competitive advantage and to survive business among the intense competitive
environment. Before building up CRM strategies, the organization should prioritize the
customers into segment in order to manage the relationship and to provide the services
properly. This research aims to develop CRM strategies in case study; Chemical Industries
applying the clustering techniques to segment customer, use Business Intelligence (BI) as the
visualized tools to represent the knowledge in various dimensions and finally bring out CRM
strategies to deploy in business. According to the customer data used in clustering, the RFM
model was applied and added to the existing attributes. The clustering methods applied in this
research are K-Means and EM algorithm. The clusters are generated and defined as 4 classes,
including Diamond, Platinum, Gold, and Silver, respectively. Each cluster is different in
characteristic, but its interpretation still not well enough to make the decision without
powerful presentation tools like BI. Finally, the knowledge acquired from dimensional aspects
in Bl could lead to CRM strategies. The Organization could be strengthen the good
relationship with individual customer, and appropriately provides the personalized products

and services based on customer segment.
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