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Abstract : The core competitiveness of the life insurance industry hinges on customer retention capabilities.
Customer attrition directly disrupts premium income stability, increases customer acquisition costs,
damages brand reputation, and hinders sustainable corporate development. With the advancement
of digital transformation, life insurance institutions have accumulated massive customer data, laying
a solid foundation for applying machine learning technologies to achieve precise customer churn
prediction. This paper explores the core characteristics of life insurance customer attrition, identifies
key influencing factors, constructs a machine learning—based churn prediction model, analyzes the
applicability and operational logic of various models, and proposes practical intervention strategies.
These efforts address the shortcomings of traditional churn management approaches, such as
reactive responses and insufficient accuracy, providing actionable references for life insurance
companies to optimize customer relationship management and reduce churn rates. Machine learning
technology effectively identifies potential correlations between customer behavior and churn, enhances
prediction accuracy, and enables the formulation of tiered intervention measures based on predictive
outcomes, thereby significantly improving customer retention effectiveness.
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