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Abstract 

Many service-providing companies often suffer from insolvent customers who 

use the provided services without paying their dues. Ethiopian 

Telecommunication Corporation is one of these companies which is loosing 

considerable amount of money. 

This paper reports on the findings of a research that had the objective to build a 

decision support system to handle customer insolvency, customers ' failure to . 
meet their payment obligation, for Ethiopian Telecommunication Corporation. 

The study focused on post paid mobile phone users for reason of data 

availability. 

In the paper, the process of building a model through knowledge discovery and 

data · mining techniques in heterogeneous as well as noisy data is described. 

Different statistical tools are also used for the purpose of data analysis. 

The neural network backpropagation algorithm is used in the study. The 

particular tool used for the model building was the neural network toolbox which 

is incorporated in MA TLAB 6.5. Different variations of the basic backpropagation 

algorithm were tested and the one with the best performance was selected for 

the model building process. 

In general, a model that can classify customers, well in advance, as potentially 

solvent or insolvent, was built and tested. The reported findings are promising, 

making the proposed model a useful tool in the decision making process. And the 

whole research process can be a good input for further in-depth research. 
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1.1. Background 

Chapter one · 

Introduction 

We are living in an era where the economy is very competitive, consumer 

oriented, and service oriented. As a result, understanding customer behavior is 

important for adjusting business strategies, increasing revenues, and identifying 

new opportunities. 

Today, in many business areas, detailed customer interaction data is abundant. 

We have data about purchase behavior, returns,. complaints, wishes, and more. 

Yet, how many businesses are truly using this data effectively? The reason for 

this paradox is that the technology for generating, capturing , and storing data has 

far outpaced the human capacity to understand, analyze, and exploit it for 

maximum impact (Fayyad, 2003). 

During the past few decades, the use of IT (Information Technology), and 

especially that of computer technology, has come to being from the phased 
, 

automation of certain business operations, such as accounting and billing, into 

the present day's integrated computing environments, which offer end-to-end 

automation of all major business processes. Not only has the computer 

technology. changed, but how that technology is viewed and how it is used in a 

business has changed. According to Bigus (1996) changes has been observed 

from the new hardware configuration using local and wide area networks for 
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