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PROBLEM STATEMENT

A bank experiencing high customer attrition rates is seeking to 
identify the customers likeliest to leave the bank, as well as key 
reasons for leaving, so as to improve customer retention. 



DATASET

Source: “Bank Customer Churn” on Kaggle –
https://www.kaggle.com/datasets/santoshd3/bank-customers/data

Data Fields:

• RowNumber
• CustomerId
• Surname
• CreditScore
• Geography

• Gender
• Age
• Tenure
• Balance
• NumOfProducts

• HasCrCard
• IsActiveMember
• EstimatedSalary
• Exited

https://www.kaggle.com/datasets/santoshd3/bank-customers/data
https://www.kaggle.com/datasets/santoshd3/bank-customers/data


DATA DICTIONARY

Data Field Meaning

RowNumber Row number

CustomerId Customer ID

Surname Customer last name

CreditScore Customer’s credit score

Geography
Customer’s geographical 

location

Gender Customer’s gender

Age Customer’s age

Tenure
How long the customer 
has been with the bank

Balance Bank account balance

Data Field Meaning

NumOfProducts
Number of products the 
customer has purchased 

from the bank 

HasCrCard
Whether the customer has 

a credit card with the 
bank

IsActiveMember
Whether the customer is 
an active member of the 

bank

EstimatedSalary Estimated salary 

Exited
Whether the customer has 

left the bank 



DATA PREPARATION

• Data Platform: Microsoft Excel

• Data Type for HasCrCard, 
IsActiveMember, and Exited: 
Switched from binary to Yes/No 
to avoid confusion.

• Formatting for Balance, 
EstimatedSalary: Switched 
from general to currency, added 
Euro symbol and 1000 
separator for visual clarity.

• Tableau Viz:
https://public.tableau.com/view
s/CapstoneProject_1746515996
9800/Story1

https://public.tableau.com/views/CapstoneProject_17465159969800/Story1
https://public.tableau.com/views/CapstoneProject_17465159969800/Story1
https://public.tableau.com/views/CapstoneProject_17465159969800/Story1


DATA ANALYSIS: KEY HYPOTHESES

• Financial Situation: Customers who enjoy better financial situations are 
likelier to stay with the bank.

• Better Financial Situation: Higher balance, higher estimated salary, 
higher credit score.

• Entrenchment in Bank Ecosystem: Customers who are more entrenched 
in the bank ecosystem are likelier to stay with the bank.
• Very Entrenched: Has a credit card and is an active member. Expected 

to hold a high number of products and/or have a long tenure. 
• Somewhat Entrenched: Has a credit card or is an active member. 

Expected to have a medium number of products and/or have a medium 
tenure. 

• Not Entrenched: Does not have a credit card and is not an active 
member. Expected to hold a low number of products and/or have a short 
tenure. 



DATA ANALYSIS: INVESTIGATIONS & FINDINGS

On average, customers 
who have higher 
balances and estimated 
salaries tend to leave 
the bank. There is 
marginal difference and 
impact when it comes 
to credit score.



DATA ANALYSIS: INVESTIGATIONS & FINDINGS

Financial situation by geography; 
exited (top) vs stayed (bottom)

Financial situation by gender; 
exited (top) vs stayed (bottom)

Financial situation by age group; 
exited (top) vs stayed (bottom)

This trend is consistent across all geographies, genders, and age groups. 



DATA ANALYSIS: INVESTIGATIONS & FINDINGS

Regardless of 
entrenchment, 
customers who hold a 
higher number of 
products tend to leave 
rather than stay, 
whereas customers who 
have a longer tenure of 
8-10 years tend to stay 
rather than leave. 



DATA ANALYSIS: INVESTIGATIONS & FINDINGS

Very Entrenched Customers holding 
4 products; exited (top) vs stayed 

(bottom). 

Not Entrenched Customers holding 
4 products; exited (top) vs stayed 

(bottom). 

Customers regardless of entrenchment 
holding 4 products; exited (top) vs 

stayed (bottom). 

Across the board, satisfaction seems to top out at 4 products, with customers holding 4 products 
(maximum number in this dataset) leaving rather than staying regardless of entrenchment. 



DATA ANALYSIS: INVESTIGATIONS & FINDINGS

Very Entrenched Customers who 
achieve 8-10 years in tenure; exited 

(top) vs stayed (bottom). 

Not Entrenched Customers who 
achieve 8-10 years in tenure; exited 

(top) vs stayed (bottom). 

Customers regardless of entrenchment 
who achieve 8-10 years in tenure; 
exited (top) vs stayed (bottom). 

Across the board, more long-tenured customers choose to stay rather than leave. 



INSIGHTS AND RECOMMENDATIONS

Hypothesis Insights Recommendation

Financial 
Situation: 
Customers who 
enjoy better 
financial situations 
are likelier to stay 
with the bank.

Customers who enjoy better 
financial situations (higher 
balances and estimated 
salaries) are actually likelier to 
exit the bank. 

This might be due to them 
having higher expectations 
around benefits and customer 
service, and being less likely to 
face challenges accessing credit 
and loans at a new bank. 

Relook interest rates and 
product benefits for high bank 
balance and high-income 
customers. 

Provide personalised consulting 
and customer service to these 
customers so that the value 
they yield from banking with 
this institution is maximised. 



INSIGHTS AND RECOMMENDATIONS

Hypothesis Insights Recommendation

Entrenchment in 

Bank Ecosystem: 

Customers who are 

more entrenched in the 

bank ecosystem are 

likelier to stay with the 

bank.

Customers who hold the highest number 
of number of products (4 products) are 
more likely to exit the bank regardless of 
entrenchment, while customers who 
achieve the highest tier of tenure (8-10 
years) are less likely to exit the bank 
regardless of tenure. 

The more accurate indicators of whether 
a customer exits or stays, then, are the 
number of products held, and tenure 
achieved, rather than whether they have 
a credit card or are an active member. 

Survey customers to gain an 
understanding on satisfaction levels 
around existing products, creating better 
products as necessary. 

Keep an eye on customers who are 
purchasing more products, with the 
understanding that a higher number of 
products purchased may actually reflect 
dissatisfaction with existing portfolio, 
rather than healthy growth, and 
intervene at the 3-product mark to 
understand needs and provide 
personalised consulting. 

Continue to nurture loyalty and tenure 
through improved customer service, 
better products, better rewards and 
better technology for existing customers. 
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