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Churn rate (attrition rate, rata de abandon)

- procent de clienti care renunta la un serviciu/abonament/curs etc.

“total percentage of customers who stop doing business with you
over a certain period of time”

Aplicatie tipica pentru Al/ML — estimare churn rate
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Churn rate (attrition rate, rata de abandon)

Vodafone: mobile customer churn rate in Europe 2022 | Statista

Churn rate of Vodafone in the mobile
" communications segment in Germany, Italy, Spain,
Turkey, and the UK in the first quarter of 2021/22

100%
91.9%

64.9%

a
IE
L.
= B60%
s
=
]

40%
31.8%
26.3%

15% 15.2%14.7% 12.2%

10.9%10.7% 11.3%

0%

Turkey UK

Germany ltaly Spain
® Total @ Contract Prepaid

S.l.dr.ing. Laura-Nicoleta IVANCIU, Sisteme inteligente de suport decizional


https://www.statista.com/statistics/972046/vodafone-churn-rate-european-countries/

Churn rate (attrition rate, rata de abandon)

Six Month Customer Retention Among Select Streaming Services

== Disney+ monthly == Disney+ bundle == Discovery+ == Paramount+ == Hulu == Netflix == Peacock
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* Mean across cohorts from January 2021 to January 2022
* Excludes transactions from free trials, the Apple App Store, Google Play, gift cards, B|00n‘1ber
Telco Carrier Billing, cable/media billing, conscle games, and soeme types of bundling.

* Transaction ranges for Disney+: Monthly ($6.99-$%.98) and Bundle ($12.99-$21.98) Second Measure
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Streaming services see slightly higher customer retention with ad-free plans - Bloomberg Second Measure

Churn rate (attrition rate, rata de abandon)

Six-Month Customer Retention Among Select Streaming Platforms
B Ad-Supported Plan B Ad-Free Plan
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Mean across cohorts from January 2021 to January 2022 ]

Excludes transactions from free trials, the Apple App Store, Google Play, gift cards, Telco
Carrier Billing, cable/media billing, console games, and some types of bundling. Blwmberg
* Transaction ranges vary by company

Second Measure
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Streaming services see slightly higher customer retention with ad-free plans - Bloomberg Second Measure

Churn rate (attrition rate, rata de abandon)

" Passive (involuntary) churn
— renuntare involuntara Ia
servicii

= Active (voluntary) churn -
renuntare voluntara/voita la
servicii
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https://blog.2checkout.com/wp-content/uploads/2020/06/voluntary-vs-involuntary-churn-1024x756.png

Churn rate (attrition rate, rata de abandon)

Leading Causes of Customer Churn
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Churn Analytics 101: How to
Analyze Customer Churn [+Best
Tools Included] (userpilot.com)
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https://userpilot.com/blog/churn-analytics/

Churn rate (attrition rate, rata de abandon)

De ce e importanta estimarea churn rate?

= Care e probabilitatea ca clientul X sa plece in urmatoarea
perioada?

= Strategii si campanii de re-engagement

" Mesaje de tip reminder, notificari personalizate

= Cresterea ratei de retentie a clientilor

Predicting churn helps prevent churn.
Estimarea churn rate:

= binara (Clientul X va pleca/nu va pleca)
= probabilistica (Probabilitatea ca clientul X sa plece este ...%)
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Exercitiu

Pentru estimarea churn rate a unei companii ce ofera servicii de telecomunicatii, se
utilizeazd o bazd de date cu informatii despre clienti. In figurile aldturate sunt
prezentate distributia clientilor in functie de contract, respectiva metodei de plata.
a) Ce tip de estimare se face — binara sau probabilistica? Justificati.

b) Tn functie de contract, care clienti sunt pasibili s3 renunte la servicii?

Contract
B Month-to-menth
B One year
B Two year
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CUSTOMER CHURN PREDICTION [\A1 | Kaggle
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Churn
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https://www.kaggle.com/code/bhartiprasad17/customer-churn-prediction#-8.-Machine-Learning-Model-Evaluations-and-Predictions

Exercitiu

c) In functie de metoda de plat3, care clienti sunt pasibili s3 renunte la servicii?

PaymentMethod
5000 B Electronic check
B Mailed check
B EBank transfer (automatic)
4000 B Credit card (automatic)
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Churn
CUSTOMER CHURN PREDICTION [/ | Kaggle
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https://www.kaggle.com/code/bhartiprasad17/customer-churn-prediction#-8.-Machine-Learning-Model-Evaluations-and-Predictions

Exe rC|t| u CUSTOMER CHURN PREDICTION [/ | Kaggle
d) Pentru estimare, sunt dezvoltate 4 modele. Matricile de confuzie de mai jos sunt

obtinute pe setul de date de test. Care este dimensiunea setului de date de test?
e) Care model ofera cea mai buna estimare? Justificati.
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https://www.kaggle.com/code/bhartiprasad17/customer-churn-prediction#-8.-Machine-Learning-Model-Evaluations-and-Predictions

Exercitiu — lucru Tn echipa

Prdpuneti 4 metode care utilizeaza Al prin care sa promovati un produs.
- 2 metode generice (aplicabile |la orice produs din aceeasi categorie)
- 2 metode specifice (aplicabile strict la produs)

Produse:

- Bocanci pentru ski

- Cutie cu prajituri pentru sarbatori
- Set LEGO

- Tur ghidat in centrul istoric

- Vizita la Muzeul de Arta

- Instalatie luminoasa pentru brad
- Sedinta de masaj de relaxare

- Casti in-ear
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