
International Journal of Advances in Engineering Research                                    http://www.ijaer.com  

 

(IJAER) 2022, Vol. No. 23, Issue No. I, January                             e-ISSN: 2231-5152, p-ISSN: 2454-1796  

 

 
10 

 

INTERNATIONAL JOURNAL OF ADVANCES IN ENGINEERING RESEARCH 

LEVERAGING THE SUPPORT VECTOR MACHINE 

(SVM) ALGORITHM FOR THE ANALYSIS OF 

CUSTOMER COMPLAINT OF LOAN APPROVAL AND 

FINANCE IN BANKING SECTOR 

Archit Chawla 

Bharat Mata Saraswati Bal Mandir, New Delhi 

 

ABSTRACT 

This paper focuses around finding and investigating Customer loan Complaints information to find the 

number of similar objections about a similar bank, management, or item. Using information mining 

procedures, clustering analysis and prescient displaying are applied to get important data about protests in 

a specific region of the Country. These datasets fall under the protests of Credit informing, Hypothecation, 

Dues Collection, Customer Loan and Finance Accounting. The banks getting client grievances against them 

will dissect the objection report to show where the most objections are being recorded, what items and 

administrations are creating the most grumblings and other helpful information.Our model will add to banks 

in recognizing the area and sorts of missteps for goal, which means quite a bit to incrementconsumer loyalty 

to drive pay and benefit. 

INTRODUCTION 

As we know, individuals are more into business globally, so getting a grievance from a client 

happens consistently. A client's grievances present a bank or revealing office with a possibility to 

distinguish and determine explicit issues with their ongoing item and management. A client's 

grievances allow a bank or revealing office to distinguish and correct explicit issues with their 

ongoing item or administration. Management objections to the executives are a basic part of 

business for the board. A decent grievance in the boardsystem will bring about the best client 

relationship with the most un-human-asset venture. So, we desire to view it as anassociation among 

banks and clients to refine bank applications to better oblige client needs. Logically, banks are 

distinguishing the value of a client objection in that it is criticism of their experience and opens the 

door to not just determining an issue for that specific client but plausibly similarly for a lot bigger 

number of clients, which prompts undeniable sums of information that must dissect. The same 

credentials are used to total the analysis results. The banks getting client grievances against them 

will investigate the objection information to show where the mostgrievances are being documented, 

what items and administrations are creating the most protests and other helpful information. This 

task helpsbanks distinguish the area and sorts of errors for goals, prompting expanded consumer 

loyalty to drive pay and productivity. This experience tracks down an association between 

complaints, banks and clients to refine bank applications to oblige client needs better by utilizing a 

partially hierarchal and k-means grouping approach. 
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Furthermore, the protest's feeling values are examined utilizing SVM characterization and arranged 

into good or pessimistic audits. 

The task is planned to use R Studio 1.0 as the front end. The coding language used is R build 3.4.4. 

SYSTEM AND PROCEDURE 

The accompanying modules are available in the undertaking. 

A. K-Means Clustering 

This module utilizes K-Means bunching of bank client information as a contribution to dissecting 

and bunching the clients. The client information 

set is taken with Customer Id, Annual Income, Loan Type, Interest Rate, Duration in Months, Loan 

Amount Requested and Loan Status sections of which Interest Rate and Duration in Months are 

taken as X and Y Axis for K-Means grouping. Of course, 3 is given for K. However, we can give 

any number to group the information. 

B. SVM Classification 

"Support Vector Machine" (SVM) is a managed AI calculation that can be utilized for order and 

relapse difficulties. Be that as it may, it is generally utilized in order issues. In the SVM calculation, 

we plot every information thing as a point in n-layered space (where n is the number of elements 

you have), with the worth of each component being the worth of a specific coordinate. Then, we 

perform order by finding the hyper-plane that separates the two classes well overall. 

 

Fig 1: SVM 
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C. Neural Network Algorithm 

A brain network is a progression of calculations that undertakings to perceive fundamental 

connections in an informational collection through a cycle that impersonates how the human mind 

works. In this sense, brain networks allude to frameworks of neurons, either natural or counterfeit. 

 

Fig 2: Neural Network 

 

D. Similitude Percent Finding 

To find the closest matching record values among the preparation record set, a hot encoding vector 

examination is likewise made to findthe similitude per cent of the test record in the general 

preparation dataset records. The greatest similarity matching record characterizes the test record. 

RESULTS 

By performing K-Means, support vector machine (SVM) for positive negative investigation and 

brain network calculation to findcomparability rate, we got a superior understanding by having 3 

groups. Figure1 shows groups with the most noteworthy thickness while the resthave a lower 

thickness in the examination. Figure2 plots underneath show us the aftereffects of our grouping 

model. 
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Fig 3: K-means 

 

Fig 4: Cluster record group 
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Fig 5: Positive/Negative Post 

CONCLUSION 

The task has investigated different information mining ideas of bank clients' informational indexes, 

and the outcomes show what clientshave with explicit issues, specifically credit arrangements. This 

important data will show where organizations shouldput resources into working on their general 

execution from their client's perspectives. This will prompt better consumer loyalty. The chance to 

rehash can expand deals with clients by amplifying consumer loyalty. Consumer loyalty increases 

client devotion, reducing the need to distribute a promoting financial plan to secure new clients. 

Fulfilled clients may likewiseprescribe your items or administrations to other expected clients, 

expanding the potential for extra income and benefit. We can do a future examination to gather 

more protest information to perform an investigation for different items, administrations and 

organizations.Since the brain network is applied, the weight values and predisposition values are 

determined, which can be utilized for additional records fromclients in arranging the information. 
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