
Project Objective
To develop a 'Churn Probability' scoring model and an accompanying DSS to enable the client to facilitate 
recovery of  bills from most likely defaulters.

Client
One of the largest telecom companies in India with annual revenues of $110 mn. The company has 
subscriber base of more than 2.6 million spread across 209 cities.

Approach 
Each month's data comprised of more than 150 variables and 65,500 records, wherein each record represents 
an individual customer. We used PROC LOGISTICS of SAS to identify variables that have no relevance to 
the probability of churning. Thereafter, various methodologies were considered for building the model.

Solution and Benefits
We built a DSS system to drive better decision-making. The DSS allows managers to control and analyze 
using a 'What if' simulator, the return on investments in churn management. The DSS also provides a 
comprehensive comparative assessment of customer profitability as measured by 'Average Revenue Per 
User' (ARPU) vis-à-vis customer loyalty indicated by the 'Tenure Base' of the customer on its network. 
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Rationale for methodology selection

Decile Captured Percentage Cumulative Tenure 
Chart Churners Captured Percentage ARPU Base
1st Decile 927 63% 63% 1327 13
2nd Decile 314 21% 85% 1138 14
3rd Decile 16 1% 83% 1576 48
4th Decile 25 2% 88% 7451 35
5th Decile 29 2% 90% 1582 28
6th Decile 33 2% 92% 1548 21
7th Decile 31 2% 94% 1608 15
8th Decile 40 3% 97% 1354 11
9th Decile 24 2% 98% 1897 6
10th Decile 25 2% 100% 1069 8

Total 1464 100%

Collection Costs                200

Collection Benefits         2500

Misclassification Costs         0 

Parameters

Threshold Level              0.05

Jacknife Matrix

                 Predicted                             Prediction   Accuracy
  Actual                  0         1                               0               1
           0            8311     707     11083           80%          6 %
           1              243   1222      1465           17%         83%
                         9154   1929      

Profit Matrix
Predicted

  Actual        0               1
          0                0          -200
          1         -2500         2300   

Profits 2,061,700.00

Threshold ROI
2,061,700.00

0.01 1445900
0.02 2107100
0.03 2107100
0.04 2107100
0.05 2061700
0.06 2061700
0.07 1913700
0.08 1913700
0.09 1913700
  0.1 1913700
 0.11 1913700
 0.12 1913700
 0.13 1913700
 0.14 1913700
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