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Abstract

The present study was conducted with the aim of modeling customer
relationship management based on artificial intelligence to reduce customer
churn. This study In terms of the purpose, is an applied-developmental
research, and in terms of the method of data collection, is a descriptive
research with an exploratory nature. Also, the current research is based on
interpretive philosophy. The community of participants includes 20
theoretical experts (marketing professors) and experimental experts
(managers of the insurance industry). A targeted method was used for
sampling and continued until theoretical saturation was reached. Finally, the
opinion of 17 experts was used. Theme analysis method and MaxQDA
software were used to identify the underlying categories of customer
relationship management model based on artificial intelligence. Structural-
interpretive method and MicMac software were used to present the model.
The findings of the research showed that technical factors of artificial
intelligence, managerial factors of artificial intelligence and relational
marketing affect the management of relationship with customers. Customer
relationship management improves customer experience by influencing
service personalization and customer orientation. This factor by influencing
customer loyalty, customer satisfaction and customer participation leads to
the reduction of customer churn.

Key words: customer relationship management, artificial intelligence,
reducing customer churn, Iran's insurance industry
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