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Abstract: Customer Attrition (CA) is one of the hurdling challenges of the business sectors, where the 
managerial expertises are striving hard to keep hold of it. Customers are the target of marketing race, 
and they act as a focus point of product production and propagation. Every business firms takes a lot of 
measures to kindle customer retention so as to put down customer drop outs, but the crisis is the 
sorting out the significant array of measures. Though effective parameters are proposed by researchers, 
determination of the most noteworthy handling tactics is very much needed in these days for the 
decision makers of the production scenario. This paper mainly aims in ranking the expert’s opinion 
expressed in terms of ordinal interval numbers using the method of VIKOR, an advanced and most 
preferable method of ranking. 
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Introduction: Decision making is a crucial step before implementation of any inventive aspect. As 
business firms are framing their policies as customer centric, it is quite vivid that customers act as 
deciding authorities of the life span of the product and it strongly emphasizes the fact that CA has to be 
kept under control with the formulation of effective measures. Though several measures supports CA, 
only few of the measures are practically feasible which have to be identified and prioritized. To make the 
arrangement of measures in substantial order, the concept of ranking can be used which makes the 
decision making process more smooth and comfortable. Ranking of criteria is not a one step process as 
it involves many inputs, in general before ranking the expert’s opinion are obtained which acts as a 
source of preference information. The data obtained may be of imprecise and uncertain which turmoil 
the decision making, therefore the expert’s opinion in terms of ordinal interval number is more reliable 
in the process of analysis.  There are many methods of ranking such as Borda, GRA,TOPSIS, ELECTRE 
method but the VIKOR method is more adaptable as it determines a compromise solution by providing 
a maximum “group utility” for the majority and a minimum of an “individual regret” for the opponent. 
The VIKOR method was first introduced by Opricovic. This paper employs the method of VIKOR to 
analyze the expert’s source of information expressed in terms of ordinal interval number to rank the 
effective measures to turn off customer attrition. 
 
The paper is organized as follows: section 2 comprises of preliminaries; section 3 consists of the 
methodology; section 4 presents the adaptation of the method to the given problem; section 5 
encompasses the results and discussion and section 6 concludes the paper. 
 
Preliminaries  

Definition 2.1: iscalled an ordinal interval if , where  are two positive real 
numbers. 
Example:  = [3,5] indicates that the alternative can be ranked equivalent in the position of 
no.3,4,or5 
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Definition 2.2: The distance measure between two ordinal interval numbers   
is defined as d (  =  
 

Definition 2.3: The weighted distance between two ordinal interval numbers is defined as 
d( ) =  where and  are two ordinal vectors, wjrepresents the 

important degree of  and , wj≥ 0,  = 1. 

Definition 2.4: Let   be two interval numbers then the possible degree of 

 is p (  where  and  

Approach of VIKOR Method:  

Step 1: The positive ideal solution  and the negative ideal solution  are determined as follows: 
, , j = 1,2,..n 

Step 2: The group utility value  = [ and the individual regret value  = [ ] are calculated, 

where  ,  , } 1≤ j≤ n 

 )}1≤ j≤ n 

Step 3: The comprehensive sorting index  = [ , where  

 , ,  

,where . The 

parameter  is called decision mechanism index and it is taken as 0.5 as it compromises maximum 
group benefit and minimum individual regret value. 

Step 4: The fuzzy numbers  and are ranked after formulating possible degree matrix and finally 

the ranking is done with the formula ui =  

 

Adaptation to the Problem Considered:  The proposed effective measures of CA as obtained from the 
literature are as follows: 
X1. Getting to know about customers 
X2. Developing unique strategies for business rum 
X3. Adopting inventive tactics to handle the competitors 
X4. Continuous review on product’s quality 
X5. Building good relationship with customers  
X6. Offering better service for customers 
X7. Customization for customer’s satisfaction 
X8. Providing exciting offers to the regular customers exclusively.  
X9. Taking immediate actions to rectify customer’s grievance 
X10. Fulfilling the demands of the customers of all types at all levels  
The preference information provided by the experts with the corresponding weights is tabulated as 
follows: 

Effective 
Measures/Weightage 

Expert 1 Expert 2 Expert 3 

0.3 0.4 0.3 
X1 [2,3] [1,1] [2,4] 

X2 [4,5] [4,5] [2,3] 

X3 [5,7] [2,3] [1,1] 

X4 [7,8] [6,7] [7,8] 

X5 [1,1] [5,7] [6,7] 

X6 [6,8] [2,4] [5,7] 

X7 [8,9] [7,8] [8,9] 
X8 [10,10] [8,9] [10,10] 
X9 [2,4] [10,10] [6,8] 

X10 [6,7] [6,8] [4,5] 
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The Required Values for Analysis 

 
The Possible degree matrix is as follows: 

 
 

 
 

The Ranking of the Proposed Measures is as Follows: 

 
 

Results and Discussion: From the ranking table, it is very vivid that the proposed sixth measure X6 
seems to be given more significance in planning and decision making process about the ways and means 
of putting down customer attrition. This ordering of the effective measures will indeed assist the policy 
makers to focus on the prime factors rather than spending time on the other less significant aspects. 
 
Conclusion: This paper addresses the growing issues of customer attrition and it proposes the need of 
turning off it for the growth of the business sectors. In this paper the method of VIKOR is used for 
ranking the expert’s preference information expressed in terms of ordinal interval numbers. The final 
ranking of the effective measures benefits the business sectors in always for customer retention. 
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