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Modelling and evaluating customer loyalty using neural

networks: Evidence from startup insurance companies
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6. Directions for future research

Despite the advantages of using artificial neural networks for studying the customer behavior, there are also various
limitations. For instance in order to test an artificial neural network a relatively large data set is required. Additionally,
designing an optimal neural network can be a time consuming process. Future studies can test the proposed conceptual
model of this research in other service settings in order to examine the robustness of the observed relationships. It is also
believed that the proposed artificial neural networks of this study can be manipulated in order to take additional factors that
affect customer loyalty into account. The authors suggest future researchers to use fuzzy logic in order to create the surveys
or combine neural networks with genetic algorithms to see whether any improvements could be achieved.
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