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DATA ANALYSIS OF CONSUMER COMPLAINTS IN BANKING INDUSTRY USING K-MEANS CLUSTERING AND SENTIMENTAL ANALYSIS






ABSTRACT
This paper specialise in exploring and analyzing Consumer Finance Complaints data, to seek out what percentage similar complaints are there in reference to an equivalent bank or service or product. These datasets fall into the complaints of Credit reporting, Mortgage, Debt Collection, personal loan and Banking Accounting. By using data processing techniques, cluster analysis also as predictive modeling is applied to get valuable information about complaints in certain regions of the Country. The banks that are receiving customer complaints filed against them will analyse the complaint data to supply results on where the foremost complaints are being filed, what products/ services are producing the foremost complaints and other useful data. Our model will assist banks in identifying the situation and kinds of errors for resolution, resulting in increased customer satisfaction to drive revenue and profitability. 




                            
CHAPTER 2
2. SYSTEM ANALYSIS
2.1 EXISTING SYSTEM

· The majority of existing SA models analyze textual data gathered from social media while ignoring direct client/company interactions.
· Such transformations are not only helping the service providers but also increasing the risk of maintaining the existing customers from the attractive offers given by the competitors. 
· This model takes much less computation time for performing the prediction operation on the customer churn as compared to the existing models.
2.1.1 DRAWBACKS OF EXISTING SYSTEM  : 
· A consumer’s complaints present bank or reporting agency with an opportunity to identify and rectify specific problems with their current product or service. 
· Clustering is regarded as a crucial unsupervised learning problem, that tries to search for similar structures among an unlabeled data set.
· This is an interesting problem as well as the evaluation of incremental learning algorithms themselves for which, as underlined in, there are still no shared solutions, especially for non-stationary data.
2.2. PROPOSED SYSTEM 
· We present a contextual investigation of stand-type forced air systems to outline how the proposed strategy will characterize client necessities.
· In, a framework for email sentiment analysis is proposed, based on a hybrid scheme combining k-means clustering and an SVM classifier.
· The proposed solution is particularly useful for gradually improving the initial model while avoiding the costs of training a new model from scratch, without deteriorating the prediction accuracy over time.
2.2.1. ADVANTAGES OF PROPOSED SYSTEM
· Reflecting on our cluster modeling results, we evaluated the performance of our model. 
· Through the proposed approach, in fact, it is possible to start using the pre-trained system to operate immediately (without initial training) and, therefore, to perform a gradual improvement by exploiting the operator’s feedback until optimal performance is achieved.
· Indeed, cross-validation gives the model the opportunity to train on multiple training-test splits providing a better indication of the model’s performance on unseen data. 


Literature Survey:
	             TITLE
	            AUTHORS
	     DESCRIPTION

	A Study of Customer Satisfaction Public and Private Sector Banks of India Punjab 
	Goyal S, Thakur KS (2008). 

	The objective of the research is to get the satisfaction level, variations in satisfaction level and reasons responsible for variations in satisfaction level or dissatisfaction in public and private banks. 

	Customer Service in Banks IBA Bulletin

	Shankar AG (2004). 

	They have set up various high level Working Groups and Committees which led to considerable improvement in customer service in banks.

	An Appraisal of Customer Service of Public Sector Banks IBA Bulletin 
	Singh S (2004). 
	A bank is the connection between customers that have capital deficits and customers with capital surpluses. 

	Customer Management in Banks Vinimaya 
	Singh SB (2006). 
	It is suggested that the successful implementation of CRM package can be achieved only if the bank can create the right environment, culture and attitude of the employee aiming to serve the customers in the best possible manner.




2.3 FEASIBILITY STUDY
The feasibility Analysis is an analytical program through project manager determines the project success ratio and through feasibility study project manager able to see either project. The key considerations involved in the feasibility analysis are:
· Economic Feasibility
· Technical Feasibility
· Operational Feasibility
· Environmental Feasibility
2.3.1 ECONOMICAL FEASIBILITY
Hence this project is economically feasible there is no need to involve any cost for this project. 
2.3.2 TECHNICAL FEASIBILITY
Software Technologies used are PHP and MySql. In the educational institutions, it is possible to update the system in future. No special hardware is required for the purpose of using this system. Hence it is declared that this project is technically feasible.
2.3.3 OPERATIONAL FEASIBILITY
As the admin work mainly to maintain the Patient and Doctor .Doctor will predict patient cancer disease. Hence it is easy to operate with training. Therefore it is operationally feasible for implementation.
2.3.4 ENVIRONMENTAL FEASIBILITY
This project environment is correct as a admin has developed this system and no expenditure is involved under any head and this process is part of admin document management, this project environment is accessible.   

2.4 SYSTEM REQUIREMENTS
· System	:  Pentium IV 2.4 GHz.
· Hard Disk	: 40 GB.
· Monitor	: 15 inch VGA Color.
· Mouse	: Logitech Mouse.
· Ram		: 512 MB
· Keyboard	: Standard Keyboard

2.4.1 HARDWARE REQUIREMENTS
             The Hardware of the computer consists of physical component such as Input Devices, Storage Devices, Processing & Control units and Output Devices.  Computer includes external storage unit to store data in programs.
           The Hardware Configuration involved in this project
· System	:  Pentium IV 2.4 GHz.
· Hard Disk	: 40 GB.
· Monitor	: 15 inch VGA Color.
· Mouse 		: Logitech Mouse.
· Ram		: 512 MB
· Keyboard	: Standard Keyboard


2.4.2 SOFTWARE REQUIREMENTS 
 	Software is a group of programs that computers need to do a particular task.  It is an essential requirement of Computer System. The Software used to develop the project is
· Operating System	: Windows XP.
· Platform		: DOT NET TECHNOLOGY
· Front End		: ASP.Net 3.5
· Back End		: SQL SERVER 2005














CHAPTER 3
  SYSTEM DESIGN AND DEVELOPEMENT
SYSTEM ARCHICTURE
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CHAPTER 4
TESTING AND IMPLEMENTATION

0. TESTING
 Implementation is the stage of the project when the theoretical design is turned into a working system. This is the final and important phase in the system life cycle It is actually the process of converting the new system into a operational one.

 4.1.1Unit Testing
	Unit testing comprises the set of tests performed by an individual programmer prior to integration of the unit into a larger system. The module interface is tested to ensure that information properly flows into and out of the program unit. The local data structure is examined to ensure that data stored temporarily maintains its integrity during all steps in an algorithm’s execution. Boundary conditions are tested to ensure that the module operates properly at boundaries established to limit or restrict processing. All independent paths through the control structure are tested. All error-handling paths are tested.

4.1.2 Block Box Testing
Black-box testing is a method of software testing that examines the functionality of an application without peering into its internal structures or workings. This method of test can be applied virtually to every level of software testing: unit, integration, system and acceptance. It is sometimes referred to as specification-based testing.




4.2 SYSTEM IMPLEMENTATION
Implementation is the stage of the project when the theoretical design is turned into a working system. This is the final and important phase in the system life cycle It is actually the process of converting the new system into a operational one. 

















CHAPTER 5
CONCLUSION:
The results show what problems customers are having with specific problems in particular regions of the country. This valuable information will show where companies will need to invest in to iamprove their overall performance in the view of their customer. This will lead to improved customer satisfaction. By maximizing customer satisfaction, you can increase the opportunity for repeat sales to customers. Customer satisfaction also helps to increase customer loyalty, reducing the need to allocate marketing budget to acquire new customers. Satisfied customers can also recommend your products or services to other potential customers, increasing the potential for extra revenue and profit. Future research can be done to collect more complaint data so that we can perform analysis for other products, services and companies. 
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