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PREDICTIVE ANALYTICS ENABLES
A GLOBALLY LEADING HOTEL CHAIN
TO ARREST ATTRITION OF
TIMESHARE MEMBERS

One of the global leaders in the vacation
timeshare exchange industry was looking for
ways to arrest attrition of its timeshare
members. WNS leveraged predictive analytics to
provide the client with a better understanding of
its member behavior, thereby identifying
members with a higher likelihood of attrition.
The insights thus generated, enabled the client
to design better-targeted marketing campaigns
and special promotional offers to arrest the

attrition of timeshare members.
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The Client

One of the global leaders in the
vacation timeshare exchange
industry.

Business Challenge

For hotels, member retention,
especially retention of its
timeshare members, is a key
business imperative. Our client
was experiencing a high rate of
attrition among its timeshare
members evidenced by either non-
renewal or cancellation of
membership. The client was
looking for ways to arrest the

attrition of its timeshare members.

The WNS Solution

WNS recommended designing
targeted marketing campaigns and
promotional offers to increase
member loyalty and retention.

For this, the client would need a
better understanding of its
member behavior. WNS enabled
this with a predictive analytics-led
approach, which comprised:

= Member profiling: Creating
detailed member profiles based
on demographics, duration of
membership and transactional
behavior

Statistical analysis: Generating
attrition probability scores for
each member profile

Customer segmentation:
Segmenting members into high,
medium and low attrition
groups based on the attrition
probability scores

Regression techniques:
Identifying the drivers of
attrition by deploying a logistic
regression model

= Predicting member behavior:
Leveraging these drivers of
attrition to predict future
member behavior

Insights Generated

WNS' analytics-led approach
revealed that 70 percent of those
attriting belonged to the top three
deciles of the customer base.

This insight enabled the client to
design better-targeted marketing
campaigns and special promotional
offers to arrest the attrition of
these timeshare members.

WNS (Holdings) Limited (NYSE: WNS) is a leading global Business Process Management (BPM) company. WNS offers business value to 200+ global
clients by combining operational excellence with deep domain expertise in key industry verticals, including banking and financial services,
consulting and professional services, healthcare, insurance, manufacturing, media and entertainment, retail and consumer packaged goods,
telecommunications and diversified businesses, shipping and logistics, travel and leisure, and utilities and energy. WNS delivers an entire spectrum
of business process management services such as customer care, finance and accounting, human resource solutions, research and analytics,
technology solutions, and industry-specific back-office and front-office processes. WNS has delivery centers world-wide, including China, Costa
Rica, India, the Philippines, Poland, Romania, South Africa, Sri Lanka, UK and US.
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