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El presente estudiotiene como objetivo principal identificar el perfil de los clientes
del departamento de Lima que aceptan unatarjeta de crédito de una entidad
financiera cuando el productoes ofrecido por el canal de ventas Call Center. Se
utilizé6 la técnica de Arboles de Clasificacion CHAID Exhaustivo el cual
proporciona buenos resultados de clasificacion correcta de los clientes que
aceptan unatarjeta de crédito via Call Center. Se consideré unamuestra en un
periodo de cinco meses (Diciembre 2013 a Abril 2014) logrando identificar que
las variables mas significativas que aportan en el modelo son la edad, el ingreso
neto mensual y el tipo de tarjeta que se le ofrece al cliente. Estas variables
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presentan importancia relevante en el cliente para tomar la decision de aceptar
unatarjeta de crédito. Los resultados obtenidos mediante el algoritmo CHAID
Exhaustivopermitieron identificarlos patrones que definen el perfil de los clientes
gue aceptan unatarjeta de crédito via Call center con el fin de ser mas efectivos,
aumentando el numero de ventas, reduciendo el numero de llamadas,
minimizando costos y tiempo.

ABSTRACT

The main objective of this study is to identify the profile of clients in the
department of Lima who accept a credit card from a financial institution when the
product is offered by the Call Center sales channel. The Exhaustive CHAID
Classification Trees technique was used, which provides good results for correct
classification of customers who accept a credit card via the Call Center. A sample
was considered in a period of five months (December 2013 to April 2014),
managing to identify that the most significant variables that contribute to the
model are age, monthly net income and the type of card that is offered to the
client. These variables are of relevant importance to the client in making the
decisionto accept a credit card. The results obtained by means of the Exhaustive
CHAID algorithm allowed to identify the patterns that define the profile of
customers who accept a credit card via Call center in order to be more effective,
increasing the number of sales, reducing the number of calls, minimizing costs
and weather.



