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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 Kagg

Ie;

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

Data Fields:

« RowNumber
¢« Customerld
« 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

RowNumber
Customerld
Surname

CreditScore
Geography

Gender
Age

Tenure

Balance

Row number
Customer ID
Customer last name

Customer’s credit score

Customer’s geographical
location

Customer’s gender
Customer's age

How long the customer
has been with the bank

Bank account balance

NumOfProducts

HasCrCard

IsActiveMember

EstimatedSalary

Exited

Number of products the
customer has purchased
from the bank

Whether the customer has
a credit card with the
bank

Whether the customer is
an active member of the
bank

Estimated salary

Whether the customer has
left the bank



DATA PREPARATION

Data Platform: Microsoft Excel

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

Formatting for Balance,
EstimatedSalary: Switche
from general to currency, added
Euro syémbol and 1000
separator for visual clarity.

Tableau Viz: _
htt S ublic.tableau.com/view
apstoneProjec
9800/Storv1

Rowhumber
1

3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19

RowNumber

8
Custormerid
15634602
15647311
15619304
15701354
15737888
155674012
15582531
15656148
15792365
15582389
15767821
15737173
15632264
15691483
15600882
15643966
15737452
15788218
15661507

]
Customerid
15634602
15647311
16619304
15701354
15737888
15574012
15582531
15656148
15792365
15502389
15767821
15737173
15632264
15691483
15600882
15643066
15737452
15788218
15661507

Mitchell
Chu
Bartlett
Obinna
He
W
Bearce
Andrews
Kay
Chin
Scott
Goforth
Romeo
Henderson
Muldrow

Boni
Mitchell
Chu
Bartlett
‘Obinna
He
H?
Bearce
Andrews
Kay
Chin
Scott
Goforth
Romeo
Henderson
Muidrow

[}
CreditScore
619
608
502
699
850
645
822
76
501
684
528
497
476
549
635
616
853
548
587

[}
CreditScore

3
Geography
France
Spain
France
France

5

France
France
5

France
France

Germany
Germany
5

Spain

E
Geography
France
Span
France
France
Spain
Spain
France
Germany
France
France
France
Spain
France
France
Spain
Germany
Germany
Spain
Spain

Gender

Tenure

LT S VIFRPE Y

o

Tenure

G NN W BN A DN D

Balance
o

83807 86
159660.8

o
12551082
113755 78

0
115046 74
142051.07
134603 88
10201672

L]

0
o

o
143128 44
132602 88

0

0

Balance
€000
€ 83,807,686
€ 150 660 80
0.00
€125510 82
€113755.78
000
€ 11504674
€142 051 07
€134,603 88
€102,016 72
€0.00
€000
€0.00
€000
€143120.41
€132 602 88
€000
€000

]
NumOfProducts

B N A e

NumOfProducts
1

I N P N

K
HasCrCard

L P S S

K
HasCrCard
s

IsActiveMember

c-oc--coccos—~c-0-00=2=

IsActveMember
Yes

Yes
Mo
Mo

Yes
Mo

Yes
No

Yes

Yes
No
Mo
No
No

Yes

Yes
Ho

Yes
No

M
EstimatedSalary
101348.88
11254258
113931.57
9382663
79084.1
149756 71
100628
11934683
749405
7172573
80181.12
76390 01
26260 98
190857.79
6595165
64327.26
5097.67
14408 41
158584 81

M
EstimatedSalary
€101,34888
€112,54258
€113 83157
€93,82663
€79,084.10
€149,756.71
€10,062.80
€ 119,246.98
€74,94050
€71,72573
€80,181.12
€76,39001
€26,26098
€190,857.79
€865,951.65
€64,227.26
€5,00767
€ 14,408 41
€ 150,684.81

Exited

co-ccoccoocooc=-c=co=o


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

Attriticn by Financial Situation
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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

This trend is consistent across all geographies, genders, and age groups.
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Financial situation by geography; Financial situation by gender; Financial situation by age group;
exited (top) vs stayed (bottom) exited (top) vs stayed (bottom) exited (top) vs stayed (bottom)



DATA ANALYSIS: INVESTIGATIONS & FINDINGS

Attrition in by Entrenchment in Bank Ecosystem

Exited
(All)
No
Yes

eeeeeeeeeeeeeee

Has Cr Card
(All)
No
Yes

Num Of Products

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

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.

Customers regardless of entrenchment Very Entrenched Customers holding Not Entrenched Customers holding
holding 4 products; exited (top) vs 4 products; exited (top) vs stayed 4 products; exited (top) vs stayed
stayed (bottom). (bottom). (bottom).




DATA ANALYSIS: INVESTIGATIONS & FINDINGS

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

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

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).



INSIGHTS AND RECOMMENDATIONS

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

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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