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Abstract

The impact of customer churn on profitability makes customer relationship management
become the primary goal. Therefore, it is of great importance to identify the churn status of
customers and also develop management strategies and operations to retain customers. The service
industries generally provide customers with long-term customer services in the form of one-to-one.
Therefore, the customer service staff usually have a deep understanding of the customers they have
served. As the development of technology, data recording methods are largely improved. It makes
the textual communication information between customers and customer services be easily recorded.
This information provides new clues for enterprises to predict the churn status of customers in
advance. This work takes the online education industry as an example. Based on the customer-
customer service dialogue data, we have extracted various topics and the sentiment status contained
in their communications through text mining methods. Furthermore, we explore the impact of
dialogue on customer churn status by using a logistic regression model. Results show that, customer-
customer service communication information can significantly affect the future churn status of
customers, and can help improve the prediction accuracy. Therefore, to maintain a good business
relationship with customers and retain customers, enterprise managers are suggested to pay
attentions to the quality of customer service communications, stand from the perspective of
consumers, and better tap consumers' consumption will.

Key words: Customer Relationship Management; Customer Churn; Customer Service; Renewal
Prediction; Text Mining
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