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Abstract

The purpose of this research was to segment the pet food business customers of a case
study from according to their purchasing behavior using RFM Analysis. This segmentation was
performed based on 3 main criteria which are the recent purchasing time (Recency: days), the
number of orders (Frequency: times/year) and the total amount spent on purchases (Monetary:
baht/year). Using a transaction dataset from the pet food manufacturing from July 2020 and June
2021 consisting of a total of 1,462 customers, the results from the R studio program provided that
there were 32 different RFM Score codes with existing members. Combining the codes with similar
purchasing behaviors yields 11 different segments of customers : “Senior Champions” (7.87%),
“Junior Champions” (0.75%), “Highly Loyal Customers” (12.72%), “Loyal Customers” (19.63%),
“Regular Customers” (15.53%), “New Customers” (3.90%), “About to Lose (Serious Attention
Needed)” (0.55%), “About to Lose” (5.61%), “Hibernating” (17.44%), “Lost (Worth pulling back)”
(0.68%) and “Lost (Possibly let go)” (15.32%). This customer segments obtained from RFM can
help support the salespeople to deeply understand their customers. This leads to a more specific

marketing management which may increase the sales volume for the business.

Keywords: Customer Segmentation / Pet Food Products / Purchasing Behavior / RFM Analysis
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# Input data

trx <- read.csv(file = " D:/Betagro/Data for RFM.csv ")
attach(trx)

head(trx)

# Make recency, frequency and monetary

library(dplyr)

trx <- trx %>% mutate(Document.Date = as.Date(Document.Date, '%Y -%m-%d"),
Main.Customer.Shop.Code = as.factor(Main.Customer.Shop.Code))

analysis_date <- lubridate::as_date('2021-06-30', tz="UTC")

df RFM <- trx %>% group_by(Main.Customer.Shop.Code) %>%
summarise(recency = as.numeric(analysis_date - max(Document.Date)),

frequency = n_distinct(Document.Date), monetary = sum(Bill.Net.Value..THB.))

# R score
df RFMS$R_Score[df RFMS$recency > 90] <- 1
df RFM$R_Score[df RFMS$recency >= 30 & df RFM$recency <=90 ] <-2

df RFMS$R_Score[df RFMS$recency < 30] <- 3

# F score

df RFMS$F_Score[df RFM$frequency < 4] <- 1

df RFMS$F_Score[df RFMS$frequency >=4 & df RFMS$frequency <= 11] <-2
df RFMS$F_Score[df RFMS$frequency >= 12 & df RFMSfrequency <=23]<-3

df RFMS$F_Score[df RFMS$frequency > 23] <- 4

# M score

df RFM$M_Score[df RFMS$monetary <= 300000] <- 1

df RFM$M_Score[df RFMS$monetary >= 300001 & df RFM$monetary <= 1000000] <- 2
df RFM$M_Score[df RFMS$monetary >= 1000001 & df RFM$monetary <= 3000000 ] <- 3

df RFM$M_Score[df RFM$monetary > 3000001] <- 4
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# RFM score

df RFM<-df RFM %>% mutate(RFM_Score = 100*R_Score + 10*F_Score + M_Score)
df RFM$RFM_Score = as.factor(df RFEMS$RFM_Score)

fix(df RFM)

count <- table(df RFM$SRFM_Score) ; count

sum(df RFM$R_Score == 1)
sum(df RFM$R_Score == 2)
sum(df RFM$R_Score == 3)
sum(df RFMS$F_Score == 1)
sum(df RFMS$F_Score == 2)
sum(df RFMS$F_Score == 3)
sum(df RFMS$F_Score == 4)
sum(df RFMSM_Score == 1)
sum(df RFMSM_Score == 2)
sum(df RFMSM_Score == 3)
sum(df RFMSM_Score == 4)
hist(df RFMSrecency,breaks = 20)
hist(df RFM$frequency,breaks = 20)

hist(df RFMS$monetary,breaks = 50)

library(ggplot2)
ggplot(data = df RFM) + aes(x = RFM_Score, fill = RFM_Score) + geom_bar() + labs(title =" ",

x = "Score", y = "Total Customer") + coord_flip() + theme minimal()

# Customer Segmentation

df RFMS$segmentRFM <- NULL

Lost possibly let go <-c("111","112", "121", "122")
Lost_worth_pulling_back <- ¢("123", "131", "132", "143")
Hibernating <- ¢("211", "212", "221","222")
About_to_lose <-¢("231", "232", "241", "242")
Serious_Attention Needed <- ¢("233", "234", "243", "244")

New_Customers <- ¢("311")
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Regular_Customers <- ¢("321", "322", "323")
Loyal_Customers <- ¢("331", "332")
Highly Loyal Customers <- c("341", "342")
Junior_Champions <- ¢("'333", "334")

Senior Champions <- ¢("343", "344")

df RFMS$segmentRFM[which(df RFMSRFM_Score %in% Lost possibly let go)] ="Lost
(Possibly let go)"

df RFM$segmentRFM[which(df RFMSRFM_Score %in% Lost_worth_pulling_back)] = "Lost
(Worth pulling back)"

df RFM$segmentRFM[which(df RFMS$RFM_Score %in% Hibernating)] = "Hibernating"

df RFM$segmentRFM[which(df RFMSRFM_Score %in% About_to_lose)] = "About to Lose"

df RFMS$segmentRFM[which(df RFM$RFM_Score %in% Serious Attention Needed)] = "About
to Lose (Serious attention needed)"

df RFM$segmentRFM[which(df RFMSRFM_Score %in% New_Customers)] = "New Customers"

df RFM$segmentRFM[which(df REMS$SRFM_Score %in% Regular_Customers)] = "Regular
Customers"

df RFMS$segmentRFM[which(df RFMSRFM_Score %in% Loyal Customers)] = "Loyal Customers"

df RFM$segmentRFM[which(df RFM$RFM_Score %in% Highly Loyal Customers)] = "Highly
Loyal Customers"

df RFM$segmentRFM[which(df RFM$SRFM_Score %in% Junior Champions)] = "Junior Champions"

df RFMS$segmentRFM[which(df RFMSRFM_Score %in% Senior Champions)] = "Senior

Champions"

df RFM %>% count(segmentRFM) %>% arrange(desc(n)) %>% rename(segmentRFM =

segmentRFM, Count = n)

ggplot(data = df RFM) + aes(x = segmentRFM, fill = segmentRFM) + geom_bar() +
labs(title = "Customer Segmentation”, x = "Segment", y = "Total Customer") + coord_flip()

+ theme minimal()
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