Case Study
Customer
Behaviour Segmentation
Problem Statement
A growing co-operative bank near Mumbai faced common challenges like
shrinking profits, congested teller counters, lack of customer differentiation
and low ROI on technology investments to name a few. This bank was
continuously striving to acquire new customers and retain the existing ones.
The high foot fall at branches posed the issue of heavy cash consumption. The bank’s management was not able
to understand or leverage the customer data that was collected over the years servicing its customers who had a
long term association with the bank. With challenges such as competitive pressures, growing customer demands,
attrition of the existing customers and acquiring new ones, the bank decided to evaluate the option of analytics
and its applications.

Proposed Solution
NSEIT, going by its experience, advised that most of these issues could be dealt with if the bank attempted to
understand its customer behaviour pattern. An analytical model was used to identify the accounts typically
consuming a huge amount of cash from the bank and maintaining a low balance. Identifying the buying &
spending behaviour and investment trends of the customers enabled the bank to device focused strategies and
provide up/cross selling opportunities to improve profitability.
NSEIT with deep domain expertise and innovative approach as a key differentiator, helped the bank develop
propensity model using Artificial Intelligence (AI) and Machine Learning (ML)
The analytical model consumed transactional raw data from core banking solutions of the bank, analysed the data
against the set rules and presented the findings in the form of an interactive dashboard

Outcomes
Customer 360 degree view
Managers can plan specific initiatives, set specific targets and monitor the implementation
Curated leads for the sales team to up/cross sell are generated
Managers can contact individual customers for selling new products or to up/ cross sell
The unprofitable customer base is identified and banks can plan initiatives to increase revenue and profitability

