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	📋 Project Overview
This project analyses retail banking customer data to understand the drivers of customer attrition, digital engagement behavior, and product usage patterns. Using Excel and Power Query, the analysis supports data-driven decision-making for improving customer retention and advancing digital banking strategy.




	
	SECTION 01
BUSINESS CONTEXT & PROBLEM
Understanding why customers leave — and what it costs



		🏦 Business Context
Retail banks manage large customer bases across
multiple products and touchpoints. Monitoring
customer engagement is critical to detecting early
signs of disengagement and protecting the revenue
base. Digital adoption is increasingly central to
customer retention, customers with low digital
activity are demonstrably more likely to exit.



		⚠️ Business Problem
Without structured analytical tools, banks cannot
easily detect: why customers disengage; the
financial value lost from customer exits; the
extent of low digital adoption and branch
over-dependency; or how digital engagement
and product usage drive retention outcomes.






	Churn
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Customer exits tracked
	Digital
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	SECTION 02
PROJECT OBJECTIVES
Five analytical goals guiding the work



	01
	Identify customer segments with high churn risk — pinpointing which customer profiles are most likely to exit and why.



	02
	Measure the impact of digital activity on customer retention — quantifying the relationship between digital engagement levels and churn behavior.



	03
	Analyze the relationship between product usage and customer loyalty — understanding whether multi-product customers retain better.



	04
	Quantify financial value at risk from disengaged customers — calculating the revenue and balance exposure posed by low-engagement segments.



	05
	Provide data-driven recommendations to improve retention and digital adoption — translating findings into actionable strategy.





	
	SECTION 03
ANALYTICAL APPROACH
Excel & Power Query methodology



	⚙️
Data Cleaning
Power Query
Raw data ingestion, transformation, and preparation for analysis
	🏷️
Feature Engineering
Excel Logic
Customer segments, digital activity levels, and engagement tiers
	📊
Churn Analysis
Excel Functions
COUNTIFS, SUMIFS, IFS to classify and measure churn behavior

	💰
Financial Impact
Value at Risk
Quantification of revenue exposure from disengaged customer segments
	🔍
Exploratory Analysis
Pivot Tables
Segment-level breakdowns and cross-tabulation of customer behavior
	📈
Executive Dashboard
Charts & Slicers
Interactive dashboard for presenting insights to business stakeholders



	
	SECTION 04
KEY BUSINESS METRICS
Six indicators driving the analysis



	Metric
	Definition
	Business Question Answered

	Customer Churn Rate
	% of customers who have exited
	How severe is our attrition problem?

	Digital Activity Level
	Frequency and depth of digital engagement
	Which customers are digitally disengaged?

	Product Engagement Level
	Number and type of products held by customer
	Do multi-product customers churn less?

	Customer Value Segment
	Revenue or balance-based customer tier
	Who are our highest-value at-risk customers?

	Value at Risk
	Revenue/balance exposure from exited customers
	What is the financial cost of attrition?

	Segment Retention Performance
	Churn rate broken down by customer segment
	Which segments need the most intervention?



	💡 Why These Metrics Matter
These six metrics work together to build a complete picture of attrition risk. Churn rate tells you the scale of the problem; digital activity and product engagement reveal the underlying drivers; customer value segmentation prioritizes where to act; value at risk translates the problem into financial terms; and segment retention performance shows where interventions will have the greatest impact.




	
	SECTION 05
FINAL DELIVERABLES
Six outputs from the project



	🧹
Clean Dataset
Structured, validated dataset ready for analysis after Power Query transformation
	🏷️
Engineered Business Columns
Digital Activity, Product Engagement, and Customer Segment classifications added
	🧮
Calculated Metrics
Churn Rate and Value at Risk metrics computed across all customer segments

	🔍
Pivot-Based Analysis
Customer behavior breakdowns by segment, channel, product, and attrition status
	📊
Executive Dashboard
Interactive Excel dashboard with slicers, charts, and KPI tiles for stakeholder reporting
	📝
Business Recommendations
Actionable retention and digital adoption strategies grounded in the data findings



	
	SECTION 06
EXPECTED BUSINESS IMPACT
Five outcomes the project enables



		📱 Improve Digital Banking Adoption
Identify low-adoption segments and drive engagement through targeted digital campaigns and feature awareness.

	🔒 Reduce Customer Attrition
Deploy early-warning signals and retention interventions for customers showing disengagement patterns.

	💎 Protect High-Value Customers
Prioritise relationship management and personalized offers for top-value customers at churn risk.



		🏢 Reduce Branch Dependency
Shift transactions and interactions from costly branch channels to efficient digital touchpoints.

	🚀 Support Digital Transformation
Provide data-backed evidence to inform innovation strategy and investment in digital banking infrastructure.






	
	Conclusion
This project demonstrates how Excel and Power Query can be combined to build a comprehensive customer attrition intelligence system. By engineering meaningful business features, calculating segment-level churn metrics, quantifying financial value at risk, and presenting findings through an interactive executive dashboard, the analysis equips retail banks with the tools needed to act early on retention risk, protecting revenue, deepening digital engagement, and building a more resilient customer portfolio.
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