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FRFEEFEH LA
Market Segmentation Based on the Customer Satisfac-
tion-Loyalty Links

Wang Xia, Zhao Ping, Wang Gao, Liu Jia

Abstract There are still many debates on the links between customer
satisfaction and loyalty. This paper suspects the impact of customer
satisfaction on loyalty is heterogenous across different customer sub-
groups. In a particular case of cell phone industry of China, this paper
segments customer with a new clusterwise linear regression method,
based on the relationship of customer satisfaction and loyalty, to
find the impact of customer satisfaction on loyalty of some customer
subgroups is much higher than the average level, while that of other
subgroups is not significant.
Key Words Customer Satisfaction; Loyalty; Clusterwise Linear Re-

gression; Marketing Segmentation
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