CUSTOMER CHURN REASONING ANALYSIS MODEL
FOR TELECOMMUNICATION INDUSTRY.

Kapugama Geeganage Kasun Thilina
198777H
Faculty of Information Technology
University of Moratuwa

July 2022



CUSTOMER CHURN REASONING ANALYSIS MODEL
FOR TELECOMMUNICATION INDUSTRY.

Kapugama Geeganage Kasun Thilina
198777H
Dissertation submitted to the Faculty of Information Technology,
University of Moratuwa, Sri Lanka
for the partial fulfillment of the requirements of the
MSC in Information Technology

July 2022



Declaration

| have used my own work for preparing this report. All the other published and non-
published materials which were used in the research study have been acknowledged in
the references section on the thesis.

K G Kasun Thilina Signature of Student:

Date:

Supervised By

Dr. C.P. Wijesiriwardena Signature of Supervisor:
Lecturer

Faculty of Information Technology

University of Moratuwa

Date:



Acknowledgements

| am so grateful to Dr. Chaman Wijesiriwardana, Senior Lecturer, Faculty of
Information Technology, and University of Moratuwa. My research supervisor for
guiding me in all aspects and supported in achieving the objectives and milestones in

order to complete the project successfully.

My next most gratitude pays to all academic staff from the Faculty of Information and
technology, who shared their vast knowledge throughout these two years by providing

me with a good environment, which influenced a lot to achieve this goal.

Then, 1 would thank all non-academic staff of the University of Moratuwa, Sri Lanka
for all the efforts and facilities that it has taken to contribute towards this postgraduate
program and all my colleagues for their support to complete this research study in many

ways. All those whom I have not mentioned name-wise who helped and motivated me.

Furthermore, | extend my earnest thanks to my parents, and siblings, for always being

my support system and motivating me always.



Abstract

Customer churn is the most impactful problem in every business and industry.
Therefore, every company tries their best to satisfy and maintain existing customers.
Today telecommunications companies are facing this problem frequently due to
increasing demand of customers every day. It is very difficult to gather new customers
and need to allocate a huge cost from company revenues to acquire new customers
compared to retaining the existing customer, therefore it is more important to increase
their customer retention and work for that. This research is based on churn customer
information and the primary objective of this research is to predict the churn reason of
a given customer who has predicted to be churn using modern data analytics techniques.
It include Logistic Regression, Naive Bayes, Random Forest, Decision Tree, K-Nearest
Neighbor, Support Vector Machine and Gradient Boost Classifier. Further, Hybrid
Model has been considered using Voting Classifier ML model. The dataset used in this
research is obtained through the Data Warehouse of one of the leading

telecommunication companies.
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