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What is Market Segmentation or Segment Analysis?

Segmentation is the process of classifying a population into segments based on similarities in the underlying
data. This data comes from either a survey or from an existing data mart or database. Segmentation, as
usually deployed, uses a mathematical process to analyze the data to find groups of customers or prospects
who have similar values or similar behaviors. (But, the things that you are trying to group don’t have to be
people, they can be anything that can be described by a set of variables.)

SegmentSolve™ uses 13 different forms of cluster analysis to perform the segmentation. But
SegmentSolve™ is more than a multi-algorithm cluster analysis engine. SegmentSolve™ is an end-to-end
segmentation engine that provides segmentation decision support. As such, it is Decision Support Software
(DSS). As a DSS tool, it gets you to the solution - it visualizes and evaluates the resultant clusters to
determine the best overall solution out of hundreds (or thousands) tried.
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Installing SegmentSolve™

System Requirements:
* SegmentSolve™ will only run with IBM-compatible PC’s that are Pentium class,
running Windows 98 or higher.

* It is recommended that you have at least 20MB of hard drive space, and 64 MB
RAM.

Installation Steps:
If you have the installation CD:

Insert the CD in your CD-ROM drive. If the installation program does not run
automatically, browse the CD and double-click the file Setup.exe.
If you downloaded the installation file:
Browse to the directory where it’s been saved and double-click the file Setup.exe.
The installer guides you though the installation process, allowing you to select
the directory where program files will be stored.
InstallShield Wizard E x|

Choose Destination Location
Select folder where Setup will install files.

Setup will install SegmentSolve in the following folder.

Tainstall o this folder, click Nest. To install to a different folder, click Browse and select
another folder.

Directories:

-] Intel ;I
B Inkernet Explorer
-] Marromedia
=] Market Advantage .
{:l MiningSole_Distributed
{:l Prefsoly
(] Prefsolvs-16
a SegmentSolve
{771 Market Advantage Consulting LI

Destination Folder

(C:\ngram FilesiM arket &dvantagehSegmentSolvel Browse... |

IristallEHield

Cancel |
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SegmentSolve™ Wizard Tutorial
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SegmentSolve™ Wizard Step 1

B Introduction

* This tutorial will demonstrate how to perform SegmentSolve Wizard Welcome x|

a segmentation with SegmentSolve™ using Welcome to the SegmentSolve Segmentation

the data fil ided, MA_Trial. SAV. )
© a.a re provide - _ Wizard. Select whether you want to use the standard
* The wizard can be used at two different or advanced wizard.

levels. The standard settings are used if you
don’t want to modify the default statistical
settings for the cluster analysis. This still

Il he variables and 7':!:} 2
allows you to customize the variables an ' 4=t 2 E /4
filters used in the analysis. For this example, HJ . E’él = 11 '@
the standard wizard will be used. (Refer to
the SegmentSolve™ manual for descriptions

% Standard

of options available at the advanced level.)

" Advanced

« Asyou go through the wizard, all of the Select ho“_r you wapt to save your work during your
settings you choose can be saved in a segmentation session.
SegmentSolve™ configuration file. Select / & i new corfigurafior

“Start new Conﬁguration" to begin a new ) e cunent configuration V¥ Automatically save configuration after each modification

configuration file. By default, € Open existing configuration
SegmentSolve™ does not save the
configuration file after each step of the ok [ Wews ]| Canee Help

wizard. However, this default can be over-
ridden by checking the check box to the right.

* Click the Next button, and you will be
prompted to type in a name for the
configuration file.

SegmentSolve™ . :
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SegmentSolve™ Wizard Step 2

B Select the Data File

¢ To select the data file, click on the
Browse button.

* The default directory is the
SegmentSolve™ installation
directory which should contain the
sample data file MA_Demo.SAV.
Highlight the file and select Open.
The file name and path will then
appear in the Data File Name box. If
you are using the demo version of
SegmentSolve™ , this is the only file
that SegmentSolve™ will allow you
to use.

* A clustering ID must be specified to
run the cluster analysis. A clustering
ID is a variable from the data file that
has a unique value for each record in

Look in:

Open Dala File to Import

Select Data File To Import

Select the data file you want to use.

IE:\.F'rogram FileshM arket AdvantagehSeamentSakeeibd_Trial 544 > Browse |

IipreiF =

" Data File Mame

Select the variable that identifies each record.

IF!ESF'NUM Yariahble name for clustering (D

Proceszing Optiohs
|7 / e

el |

[ Segponsare RSl e )]

the file.

* Select the Find button to display all
the variables. Highlight the variable
RESPNUM and select the Use button.

¢ (lick the Next button on the wizard
to go to the next step.

Files of type:  [SPSS Data Documents [S4Y]

ERYY

File name:

Cancel Help

[Ma_Trial 58

Open I
j Cancel |

v
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SegmentSolve™ Wizard Step 3

x
B Select What to Do With Missing Values Select how missing data will be
. . handled.

* Variables that have missing data for some

cases can not be used in the cluster analysis. " Elirinate 2l variables with missing values s potential clustering variables

If there are any missing Values, & Eliminate all cases with a mizsing value in any chosen clustering variable

™ 1 1 Replace miszing valuas with the mean for vaniables with fewer mizzings than

Segm(?ntSOlve glves three (.)ptlons for * the allowed percentage, othenwize eliminate it az a potential clustening wariable

handhng them. Only one Optlon may be IEU-UU b aximum percent of miszings allowed

selected at one time. _

Lesults for data file 'MA Demo. SAW'.
. . 7 categorical wariables will be available for subgrouping and crosstabs.

® For thls examplel use the Second Optlonl 7 hawe no missings and will also be available for clustering.

1 1 1 alphanumeric wariable may be available for subgrouping and crosstabs.
Wthh 1s the defaUIt' All cases 28 contimaous wariables may be included for subgrouping and crosstabs.
(respondents) that have a missing Va].ue for Z& hawe no missings and will be available for clustering.

. . . . 2 hawe missings which will reduce the nmumber of cases that are available for
any Varlable Wlll IIO’[ be lnCluded m the 1 wariable, RESPNUM, is reserwved to be used as the clustering ID.
. . ¥:7 Total Varishles
cluster analysis. In the sample data file, al | ]

there are 24 cases with missing values that

will be excluded.
{1 [Iride

* In the large text box, the number of

categorical and continuous variables
¢ Back I Mext > I Cancel Help

included in or excluded from the analysis

with the current maximum percentage of
missings will be displayed. The categorical
variables are those that are used for filtering
or selecting portions of the data. The
continuous variables are those that do not
have level labels, and are the default
variables that will be used for clustering.

* Click the Next button on the wizard to go to
the next step.
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SegmentSolve™ Wizard Step 3

B Clustering Variables

* The continuous variables available for the analysis
are displayed on this dialog. Variables with a
checkmark to the left will be included, and
variables that are not checked will be excluded
from the analysis. By default, all available
variables are selected. Use the mouse to click on
the checkmark if you want to exclude a variable
from the analysis.

* For this tutorial we will keep all of the variables
selected.

* Select the ‘Preview Variables’ option to view the
values for any of the variables. Highlight the
variable in the left box to view the values in the
Preview box on the right. The clustering ID is
listed in the first column, and the cluster variable
in the second column.

¢ (Click the Next button to continue to the next
wizard step.

SegmentSolve™
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Select Vanables

Select the variables you want to use

to determine the segments.

Utilizing 28 Continuous of 35 % ariables Available for Analysis
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4

Problem Resolution Speed

Ease of Problem Resolution

Interest in Solwing Problems
Problem Besolution Follow Up
Product Range
Btaff Support Type
Banker Contagoce  Freouency
Friendliness

Staff Fnowledge

Follow up After Acocount Opening

Quick and Efficient Transactions
Account Information Speed
Account Statement Type

Transaction Errors in Past Tear =
| 3|

Set to Unlabeled Only |

Advanced Data Import Options |

¥ Preview all 550 cases

DESPHNUM and IMPREPD

z00s 41.978 é
zolz £Z.875
zozz 74_977
z033 34_z03
zoas 47_391
Z045 58_973
z04s z. 604
zosz 27.183
z0s7 9z.059
zoss 10.739 =l
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SegmentSolve™ Wizard Step 4

B Select Subgroups

* All categorical variables from the data file will
be shown in the left box of this dialog. Specific
levels of each of the variables may be selected
to include or exclude certain “cases” from the
analysis. (A case is the individual set of data
that you are trying to group. In marketing this Segments
is usually the person who took the survey.) A

* The “Segments” box on the left displays the ———
variable names and labels.

CE ender

ﬂmcorm - Household Income
ﬂHAP\ITAL - Marital Status

* The “Levels” box on the right displays the
levels of the highlighted variable. By default,
all levels are selected. To exclude one level 1 |
from the analysis, click on the yellow box to
deselect it. In this example, we have left all
subgroup variables selected. Include Urlabeled Varisbles

ﬂBALANCE — BALAWNCE

[ Compute and display frequencies

ﬂEDUCATH — Education-Highest Lewel

!ﬂSATDVRAL - Owerall Satisfaction witl

i

Select the subgroups you want to
allow into the segmentation run.

Select Subgroups

Levels [16 of 16 |evels)

pvil
pl
pvil
Pl
pvil
Pl
o
Pl

x"j {
1

11
Zh
2
41
3]
3]
ch)
ah
ah

Under 12
18-24
Z25-29
30-34
35-39
40-44
45-43
LE0-54
EE-E3

* Select the Next button at the bottom of the
dialog to move on to the next step of the

< Back I Mext > I

Cancel

Help

clustering wizard.
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SegmentSolve™ Wizard Step 5

: -
B Select Crosstabulation Variables ot LA alion Yanabes =
* The recommendation summary is a report _Se:egt thet;anablest yl:? u fwalt]:l © . @arf
created after clustering that characterizes the gz(:jor?lrl'rrllen:a;:i?nSSSl?m?n;r € 208" 2
. . k A@fm @
clusters. These cluster characterizations are ry- Age 2
based on the subgroup variables you select in T T °
. +f|FENDER - Gender
this step. |EDUCATH - Educarion-Highest Level
. . . of|INCOME - Household Income
» All of the categorical variables available for the o[MARITAL - Marical Status

crosstabs are shown in the list. By default, all /ﬁ:ﬂﬁf e iofasTien with frovider
them are selected. Click on the checkbox to the
left of a variable to deselect it.

* Again, in this example we have left all of the

variables selected. Click the Next button to go . | 5
on.

Include Unlabeled Yariables |

< Back I Mext » I Cancel Help
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SegmentSolve™ Wizard Step 6

B Select Clustering Methods

* The clustering methods used for the analysis are selected at this "~
step. The combination of a clustering method and how that Select the clustering methods you % ok
cluster method groups cases is called a replication. There are 13 want to use. NV 4
possible replications. By default, all replications are included. #

* A replication can be included multiple times. (This is because Fistieved 550 fotal cases. '
many of the replications use an algorithm that starts with a semi- T 15 eplcatons -

Mieanssimplellizoig] IK. Means-simple (Forgy) Hierarchical SLINK 2]

random starting solution. So running the replication many times e
K g ierarchical agglomorative
does not produce the same final solution.)

* To add a single replication, highlight a method and specification Cuseng Spectieaion Add
in the left boxes on the dialog and click the Add button. To add Dot e

Hierarchical SLIME.

all of the possible replications, use the Add All button.  —_|Heshicactik

W Add Al |
* Toremove a replication from the selected list, use the mouse to

highlight the replication in the list at right. The Add button
becomes the Remove button. Click the Remove button to Advanced Clustering Options |

IK. Meansz-simple [Forgy]

IK. Means-simple [Forgy]

Ik, Means-reflected [Jancey]
Ik, Means-reflected [Jancey]
Ik, Means-reflected [Jancey]
Ik, Means-reflected [Jancey)
Ik, Means-reflected [Jancey]
Hierarchical agglomorative
Hierarchical agglomorative

Hierarchical agglomarative

Hierarchical CLINE.
Hierarchical wWiaRD s

Distance based

Dengity bazed

Hierarchical SLIMNE
Hierarchical CLINE.
Hierarchical wWiaRD s

Mearest Meighbor SLIME,
Farthest Meighbor CLIME
Minimal Yariance [Ward) [

eliminate the replication.

* For this example, leave the replication list the way itis. All 13 — -
replications should be selected. By default the 2-10 cluster
solutions will be developed. (To change this click on the
Advanced Clustering Options button.) Thus, 117 total cluster
analyses will be run (13 replications X 9 cluster solutions). Real Time Clusteting Visualization
* Select the Next button, and SegmentSolve™ will automatically Method [KMeanssimple Fora — Ciysers [T Elapsed [ 000003 complte [ 7%
begin calculating the clusters. Speciic [DRancebased  juraions [ Renaiing |
* While SegmentSolve™ performs the cluster analysis, it provides _
visual feedback. The circles represent the proportional sizes of ® @\ @ ® @ @ & ﬁ L) %
the clusters. At the top of the cluster visualization dialog are the S AC S

details for the current analysis being run.

SegmentSolve™
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SegmentSolve™ Wizard Step 7

B Select Expert System Options

Of all the solutions generated, SegmentSolve™ chooses
one from each cluster size as the “expert system choice”
for that cluster size, based on multiple mathematical
criteria.

To inspect the all the clusters that were created, check the
option on the left to See Expert System Choices. This
option allows you to modify the expert system choices
before any reports are generated. If this option is not
checked, SegmentSolve™ will skip to the processing step
where reports are created, retaining the single best
solution identified for each cluster size.

The See Solutions in 3D option will bring up the
Visualize in 3D dialog in the next wizard step. This option
is checked by default; use the mouse to uncheck the option
if you do not want to view the cluster solution
visualization.

The minimum cluster size refers to the minimum number
of cases that can be in a cluster in order for
SegmentSolve™ to include it in calculations for statistical
analysis (e.g. pooled F ratio or mean significance). If
percentage is selected, then each cluster must contain at
least the specified minimum percentage of respondents.

Click on the Next button to move forward in the
wizard. A progress bar will appear while the expert
system choices are determined.

SegmentSolve™
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Select Expert System Options

Select if you want to see the solutions in 3-D to help
pick the best solutions, or see what SegmentSolv
recommends by clicking on the graphic.

W See Expert Spstem Choicez ¥ See Solutions in 30

X

Finirnum Cluster Size

% Size iz expreszed as a raw score Currently no clugter will be ignored due to size when
I [1.00} . computing a solution's statistics.
" Size iz expressed a3 a percentage

< Back I Mest » I Cancel Help
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Seg m e ntSo Ive TM Wiza rd Ste p 8 Verifying Best Replication for Each Cluster Size ﬂ

Characteristics of Replications for Cluster Size of 5 Wadify Choice to 2 | Ex=pert Choice of 5 |

I 10 Chaice selected as best

Fieplication Method 5pecification

B Verify Best Replications 100

* If the option to See Expert System Choices was
selected in the previous wizard step, this dialog will
display how each of the cluster solutions performs
based on 9 different statistical criteria. One screen is
shown for each cluster size. The example to the right
shows the results for the 5 cluster solution.

74

j IKForngA SLINK
4 |K Forgy - HA CLINK
+/ 5 IKForgy- HA.WAHDS il
K
B & Reproducabilty [75.81%)

4 Pooled F R atio [4343.77=36.01%]
Il 10 Fooled Siq [0 001=50 00%)

5 Mean F Ratio (1.13=34.95%)

5 Mean Sig [0.34=00.03%)
. X . | K Balancgd [87.33%)
* One solution for each cluster size is selected A
automatically as the expert system choice. In this et I 5 Combined (70.02%)
case it is replication #5 as reported on the Expert
Choice button in the upper right of the wizard dialog

box. To select additional replications to be reported

0

oW TS @0 - @

25

Show Allocations Select Veiify Page

™ Edit Solution and Cluster Labels lﬁ
™ Visualize Solution in 30

. Back N C. | Hel
or exported, click on the checkbox next to the <Book [ Mew> |  Concdd | Heb |
replication name in the replication list. All =
replications marked with a checkmark will be stored ResiawdVisssizaion | Hep |
[Do ot otate chan sutomatically E|

for optional reporting and exporting.

Wariable Dimensions to be Graphed

IMUEESED - Online Response Speed
INTEVER - Travel Time to Branch
INTEVATH - Travel Time to ATH  |-|

verification dialogs.

e (Click Visualize Solution in 3D to show or hide the e vt g ey ey
3D graph of the clusters. The graph shows only the EE s
selected replication. Because the graph is 3- E 5 |
dimensional, only three variables can be graphed at 5 2 :ﬂ ”m
once. Use the mouse to select or de-select which £ Y |jmeronn - pec. semecns cuici
variables you want to display, then select the Redraw B rorn s searsann o
Visualization button Sl - patazciona nnee

* Click on the Next button to proceed through the Sl v e

IMPRSPD
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Copyrig;g(;ooék Decision Support Sciences, Inc 13 De G I 3 I 'D n S U p‘ po I"t Sc Ie n c ES



SegmentSolve™ Wizard Step 9

B Report and Export Solutions

* Reports can be created to show how the clusters X

are differentiated and give the means, deviations, Select segmentation solutions you T =
o X -
and other statistics for each cluste.r group. By wish to report and export. 2 custore | Varia
default, these reports are created in spreadsheet 3 2 z
format. One report gives the detailed statistical : List of Rej
information for the clusters, and the other report B efufferis b o el e B 5 Number [Metho
is a recommendation summary that characterizes ¢ One best overall solution
the clusters based on the Clustering and % Best solutions for each of the 9 cluster groups ' Fieport 9 salutions selected
demographic Variables prOVided. AT solution: [+ Export 9 solutions selected
. . v Plain Englizh segmentation recommendation

* Solutions are also exported to an ASCII data file for the best overall solution
using the clustering ID specified earlier in the Fiecent processing
wizard.

* For this example, leave the defaults set so that all
three report/export options are checked on the
right side, and “Best solutions for each of the 9

7. Advanced Solution Processing

cluster groups” is selected on the left.

* Click on the Finish button to generate the report ¢Back [ Frsh |  Cencel Help

and export files and exit the wizard. A progress

bar will appear while the reports are generated,
and you will be prompted to enter a file name
and location for the cluster report, export file,
and recommendation summary.

SegmentSolve™ . . .
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Viewing Results with Reports and Tables

l=TEY
B Cluster Report e .

2 REPORT OVERVIEW
3 H H
* In this example, 19 tabs are created in the 2 ' S
= Humber Tab Label Hame
report. The first tab is a summary of all the i T
run and variable information. General - & ity Siegis
. . . . 12 3 Cluster 4 Info
information about the run is listed on the s T st dnans
first tab, such as the number of variables = . [Chale 5ol

17 11 Cluster 6 Repl 4

and respondents and whether the data was T R

d d d d 20 14 Cluster 8 Info
A B C
standardized or centered. _ B O L
22 16 Cluster 9 Info
44 M s
. eans as Deviat: = 177 Cluster 8 Repl 8
* Two tabs are created for each cluster size. = e e
s ’ . . 45 25 187 Cluster 10 Repl 4
An ‘info’ tab and a detailed analysis tab 7 = : : : : :
: s b 49 2 \MPECTCT Ea=e of Probh o8
with information about the selected B e el - - I— - -
1- . 11 h 1- . i 4 IMPRRL . [Problem Resoigy ! Percent | Included | Excluded | Total
replication. All the replications and o o ooy o T T
3 i MISUPPT . Saft Suppot [ aiributes H0.00% 35 7 £
(e . . . |54 7 IMPROACT  Blanker Corta =
specifications used in the run are listed for L o8 | i :
% 37RO Staft Provide | [ Clustering Methods .
reference at the to Of the report = 107 IMOPNFU Follaw up A [25___|Full Method Hame Replication . Clusters : Herations
p p . Iig 11 IMSPCRE@  Spec. Reques |38 Ik Means-simple (Forgy) Distance based 1 2 14
=] 5 GCRTE ik e et BT Ik Weans-simple (Forgy) Distance based 1 3 15
Ell 13 IMAIMSPD [ Aceount Infor |38 I Means-simple (Forgy) Distance based 1 4 15
&1 14 IMSTMNT Account State |33 Ik Means-simple (Forgy) Distance bazed 1 5 14
62 5 IMERRORS  Transaction £ [40 K Means-simple (Forgy) Distance based 1 & 13
63 16 IMPROFNL  Prafessional t [#1 K Means-simple (Forgy) Distance based 1 7 2
B4 17 IMHOURS ~ Branch Hours (43 Il Means-simple (Forgy) Distance bazed 1 g 27
65 18 IMBOCBOC —hin, Balances [43 K Means-simple (Forgy) Distance based 1 a 45 =
B3 18 IMBAONTE Min. Tenure P [FTVI\ S romary A Clioierd sz Repa , Clmmraia |41 | .|jI
E7 20 IMBRWTTM  Branch Wisit
E5 21 IMATRAAT AT Wit Time 14.03 -3.46 =341 544 11.80
69 2 IHLD Th Hold Tine on Phone 962 -287 020 261 435
70 23 \M\NEEISPD Online Response Speed 972 -3.33 -0.55 3.48 SE9
71 24 IMTRYER Travel Time to Branch 1748 =302 475 -0.53 476
72 25 IMTRYATM  Travel Timeto AT 1788 -4.43 =347 644 1274
73 26 \MPHNEED Phone Banking Meets hNeeds 7E0 -2.02 -093 255 349
74 27 IAWEBND Onling Banking Meets Needs 8.90 -2.74 -2.20 412 655
75 28 IMMMEALC  Min. Balance to Waive Fee 4113 -24.30 1967 845 153.34
7B 29 \MEEEC Monthly Fee-Checking B2.41 -4.89 0.0g 4.49 7.26
77 30 IMRETCHK Returned Checks with Statement T2 -2.50 T3 -272 6965
75 31 \MRATE(_:“ Irterest Rate-Chacking 2900 418 321 -1.57 334
79 32 IMATMFEE Fee for Using Foreign AT 3786 -15.07 TES B850 4011
0
61 PR .
Means as Deviations from Grand Means and F Ratios
B2 |Variables Sorted by Cluster's Means as Deviations from Grand Means
B
A cuowzem Chier 2Regi £ Gl dki ) Cluster 3 Repl 6 AT Ghmm i A 6][4] 'J‘

SegmentSolve™ .. :
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B Cluster Deviations

Viewing Results with Reports and Tables

. B Report - MA_DemoReport.xls -0 ll
. =10
The example table on the right . = c = - - S - P T T 4
1 1 40 - - -
is the seventh tab in the report Means as Deviations from Grand Means and F Ratios
flle and Shows the mean 41 Cluster Humber | Grand Mea 1 2 3 4 F Ratio
. 42 Cluster Hame cH ci ci3 ci4
deviations for the four cluster FE] _ Cluster Size 535 17 53 137 i7d 35,66
. 44 1 IMPRSFD i Problem Resolution Speed 4004 -9.05 1189 /758 096 3327
solution. 45 2 MPRCTCT  Ease of Problem Resolution 7 A6 1263 973 [ 187 325 4816
46 3 IMPRINT Interest in Solving Probiems 3082 4150 215 134 237 3532
SCI‘OH dOWI’l to the deviation a7 4 IMPRFLI Praklem Resalution Follow U TET 41 43 Far _\2& 152 5205
. 48 5 MPROOFF  Breadth of Offering 1264 .01 814" 1119 473 1922
table, the second table in the P BIMEURRT T Sttt Suppont Type Ta03 CRT “Ta7 1553 F5 55713
. . . 50 7 (AMPROACT  Banker Contact Freoquency 19.65 ; -7.32 11.92 -7 B 2 B1
tab. This is the easiest way to 51 8 AIMUNDR Staff Understands Needs 3443 1356 4116 1495 5490 5416
id ifv diff b 52 g AMKNOW  Staff Provide Correct Infoléns o] 1331 0.77 11.42 512 4026
1dentt y ditferences etween 53 107 IMSRRFL T Follow up Adter Account Opening 2065 EXE KN 1108 S43 1534
54 11 MQCKTX " Quick and Efficient Transactions 3540 4383 035 705 863 3547
the clusters. 55 12 IMAINSPD Account Information Speed 2570 512 <666 1181 161 1753
. % 13 MSTMMT | Account Statement Type 18.00 A1 80 2,82 10.38 e 1771
The name and S1ze (number Of 57 14 IMERRORS [ Transaction Errors i ear 53.05 13.40 4.3 313 (B3 4155
f hcl 58 15 MPROFNL Protessionglherner 3663 1141 -6.20 799 736 2576
cases) of each cluster are 53 16 IMHOURS  Brapetrfiours 2728 376 Y7 556 -6 1806
. ] 17 IMBOCEQE—TMin. Balances Pref. Rates, etc. 1937 061 342 361 305 240
listed across the tOP of the 61 18" MBRATTIM  Branch Wait Time 21 42 .08 145 &40 B4 1003
table 62 e MATMAT AT Wit Time 1428 650 430 A3 BE9 1354
: 63 20 MHLDTM Hold Time on Phone 958 375 . 027 .70 446
. . g 21 IMAEBSPD Online Responze Speed 987 A0 _>u1 .34, -2.29 -4.69 138.23
Note, in the example at nghtl — e 22 UMTRVER i Travel Timeto Franch 154 o6 58 ey £
: . TTRYATM  Trawel Time to ATM 1775 577 862 .75 704 11 64
PTOblem resolution is most 67 24 MPHNEED  Phane Banking Mests Meeds 753 R A 118 155 271
: : 63 25 IMAEBND  Oniine Banking Meets Meeds 1 615 W (Csake 483 B02 30840
lmportant to the third cluster ] 26 IMFEEC Morithly Fes-Checking E1 &1 532 ST 0.40 618 £.43
and Online Service is Very 70 27 IMRATEC Interest Rate-Checking 29.41 410 -5.82 221 -3.06 376
X 71 25 MATMFEE  Fee for Using Foreign ATh 37 63 a73 188 578 1445 2245
important to the second 72 r
A[F[A_ cClmelWa A ClowdRepls 4 Chwerdlda 4 Cluster 4 Repl 8 4 Cloeaia 4 g 4] [+

cluster. For more detailed
information about the report
or selecting other options for
the cluster analysis, please
refer to the SegmentSolve™
manual.
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Viewing Results with Reports and Tables

; | =0 x|
B Recommendation Summary | = - - - - - - - - —
* The recommendations report is the main decision |[_|Segmentation Summary
Name: i
support report produced by SegmentSolve™. It shows e Solution 46 [6,2] .
. . File: C:'Program Files\Market Advantage'SegmentSolve'MA Trial.SAV
the best cluster solution and then characterizes those & |Dare: A Tue Oct 15, 2001
segments using the categorical variables that were [fTim¢/  13:38:58
: : : . E
selected in %tep Five of the Wizard. ”Thus it not only tells T——c /.. . = e i
the analyst What the Segments Are (the middle part of IK Means-reflected (Jancey) method, using Centered data.
the report), but it also tells the analyst “Who/How “ v
those segments are characterized (the bottom part of the s
report.)
* There are three sections to the report.
1. Header: The name and description of the cluster
solution and the directory location of the
configuration file (.SSC file) is listed.
: i Cluster Name: icn Cluster Name: 2
2. What the Segments Are: The cluster variables are [ Cluster Size: 26660 | Cluster Size: 3605
shown as deviations from the grand mean for each —7= [What the
. o s ts Ar
cluster. The cluster variables are in file order, and | egrents Are ! _
.. . R . 13 Variable L abel GrdDev |Variable Label GrdDev
the deviations that are significantly different from |8 Vorlablelshel ... Gulbevvariablelabel . Grddey
. . 15 Eaze of Problem Resolution -2408
the grand mean are highlighted. IE irterest i Soiing Prosiems 253
| 17 Problem Resolution Follov Up -2.034
3. Who They are: All of the subgroup variables that [ Procctfange i
| 19 Statf Support Type -5.83
were selected are cross-tabbed by the cluster |[= Barker Corkact Frequency 8740
. . .. L Statf Friendliness 0.150 §Staff Friendiness -0188
variables. Next segment levels that are significant | Siatt Knowtedas 512
. (e 23 Fallowy up After Accourt Opening -3.890
present or significantly absent from that cluster (as [z Cuick and Efficiat Transacions 453
. . . . 23 A it Information Speed -2.599
measured by the standardized residual statistic) are [z Aocourt Stemert Tyoe e
shown. (A number greater than 1.7 means that that—z ‘ Lonssn s e Y St
group is found significantly present in that cluster. |2__IWho They Are |[YarishlelovelLabel = StdRes [VariablofLovelLabel . Std.Res)
|50 Overall Satisfaction with Provider 'Overall Satisfaction with Provider
A number less than -1.7 means that that group is I E Slightly Satisfied A.7az | Siightly Satistied 2005
. .. | 52 BALANCE BALAHCE
significantly absent from that cluster .) E Ho Balanca 515845 ] o Balance 37i8]
| D, surnmary - Cluster 2 Repl & / ]l P
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For more information contact:

Decision Support Sciences, Inc., East West Technology Center
1751 W. Diehl Road, Suite 150, Naperville, IL 60563
www.DecisionSupportSciences.com
(630) 428-1847

To download the complete 150 page manual for SegmentSolve™, go to
the following link:

www.DecisionSupportSciences.com/downloads.html

S@ meﬁt.sf@ive .. :
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