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Big Data Analytics Case Study from the Marketing Perspective
Emphasis on Banking Industry

Sung Soo Park* - Kun Chang Lee**

B Abstract &

Recently, it becomes a big trend in the banking industry to apply a big data analytics technique to extract essential
knowledge from their customer database. Such a trend is based on the capability to analyze the big data with powerful
analytics software and recognize the value of big data analysis results. However, there exits still a need for more
systematic theory and mechanism about how to adopt a big data analytics approach in the banking industry. Especially,
there is no study proposing a practical case study in which big data analytics is successfully accomplished from the
marketing perspective. Therefore, this study aims to analyze a target marketing case in the banking industry from
the view of big data analytics. Target database is a big data in which about 3.5 million customers and their transaction
records have been stored for 3 years. Practical implications are derived from the marketing perspective. We address
detailed processes and related field test results. It proved critical for the big data analysts to consider a sense of
Veracity and Value, in addition to traditional Big Data’s 3V (Volume, Velocity, and Variety), so that more significant
business meanings may be extracted from the big data results.
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(Table 1) Extracted Information from Major Data Source

Data source

Methods

Extracted information

Type of customer behavior |Pattern of customer behavior

Transaction log

Text analysis

Purpose of Fund Transfer

Internet
(Mobile) banking log

Web log analysis

Type of visit page Cycles, periods, frequency

Call-center contact log

Text analysis

Purpose of contact
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(Table 2> Description of input Variables

Variable Groups

Meaning

Major Variables

Affordable to make

Economic allowance to purchase

Closeness of financial instruments expiration date

Increase amount of insurance fee

Decrease amount of insurance fee

account additional items from the bank -
Increase of credit card amount
Decrease of credit card amount
Degree of Closeness between customer and | Visit or contact period

engagement for bank

financial institution

Count of contact

Specific patterns or trends in

Count of transaction by purpose

Transaction . .
attern customer behavior during D . duct ot
P banking transactions ay count atter product expiration
Increase of contract period of financial instruments for
saving money
Degree of - P -
Closeness between customer and | Decrease of contract period of financial instruments for saving
engagement for . L.
financial instruments money
product

Count of fund transfer transactions

Count of financial instruments page view

Preference for
safety asset

Safety product priority purchase

Make account when get surplus funds

Contact activity

Contact Behavior by channel
(ATVM, internet or mobile bank,
off-line branch)

Count of contact channels

Type of task by channels

Voice of Customer

Inquiries or complaints received
by the call center

Count of call center contact

Contact type

Type of customer complaint
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(Table 3) Accuracies of Predictive Modeling for Targer
Customer Selection

{Table 4) Input Variables from Big Data

Categories Variables
Modeling .. -
Accuracy Precision Recall * Increase amount of insurance fee
Methods faioerde?fclgutnot * Decrease amount of insurance fee
LR 0.717 0.610 0.698 * Increase amount of income
RF 0.690 0.637 0.663 Degree of * Family customer
NN 0753 0.750 0645 engagement for |e Elapsed peqod after contract
bank * Elapsed period after last contact
“LR : Logistic Regression, RF : Random Forrest, T . + Retirement payment is received
NN : Neural Network. ra;ltstz(ﬁon « Pension receipt
p * Public pension payment
36 &AM Zolo| &M Degree of * Increase of Savings product
engagement for Contract Period .
* Decrease of Savings product
product
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