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Configuration Manual

Pratheep Kumar Baskaran
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1 Introduction

This configuration manual provides a concise yet comprehensive guide for implementing
the ‘Enhancing Customer Complaint Classification in Banking: A Deep Learning and
Natural Language Processing Approach’. It provides prerequisites and step-by-step ex-
planation. Section 2 details hardware and software specification used for NLP and deep
learning. Section 3 covers ethical data acquisition and compliance. Finally, Section 4
describes the project’s innovative methodologies and execution protocols.

1.1 Project Objective

This project creates a system that combines basic keyword matching with deep learning,
to improve how banks classify customer complaints. Also, this includes a comparison of
this hybrid approach with a deep learning method to understand which is more effective
in a banking context. In addition, develop a GUI with best performing model to help
banks manage customer complaints more efficiently.

2 Configuration setup

Configuration Requirements For this research project, specific hardware and software
setups are essential. To effectively train our model, which processes substantial text
files, we require the power of a GPU. I utilized Google Colab’s GPU capabilities for this
purpose, ensuring efficient handling of the large-scale data processing involved.

2.1 Hardware Configuration

RAM 8GB Processor
Processor i5 CPU
System Windows 11 Operating system-64 Bit
GPU Google Colab T4

2.2 Software Configuration

The project’s software setup utilizes Google Colab and Jupyter Notebook for developing
deep learning models. Python 3.6.3 is the chosen programming language for this research.
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TensorFlow 2.5.0 is a key library for deep learning functionalities. Additional libraries
include Keras for model architecture, Matplotlib 3.3.3 for visualization, and sklearn for
machine learning tasks.

3 Data Gathering

In my research on classifying customer complaints, I have utilized a dataset from the
Consumer Financial Protection Bureau, which contains complaints about various finan-
cial products. This dataset offers a detailed view into real consumer issues, with thousands
of categorized entries showing authentic customer feedback. To prepare for analysis in
Google Colab, I uploaded the dataset to Google Drive and then used specific commands
in Colab for data access and preprocessing, setting the stage for in-depth analysis and
model development.

4 Data Transformation and Preprocessing

For data transformation, each complaint is stored in a designated dataset folder on the
drive. I execute a specific code to mount this data, ensuring it’s ready for processing.
This step is crucial for accessing and transforming the data, paving the way for further
analysis and model training.

Figure 1: Complaints dataset loaded

After loading the dataset, the cleaning phase begins by identifying and removing null
values. I then streamline the dataset, retaining only the ’Consumer complaint narrative’
and ’Product’ columns, discarding all other unnecessary columns for focused analysis.

Next, I embarked on Exploratory Data Analysis (EDA) to gain deeper insights that
guide the preprocessing steps. This involved examining patterns, trends, and anomalies
within the ’Consumer complaint narrative’ and ’Product’ columns to inform the sub-
sequent data processing strategies.

Following the initial EDA, I focused on identifying the list of unique products within
the dataset. This step was crucial to understand the variety and scope of financial
products mentioned in the complaints.

Additionally, I analyzed the distribution of these products, examining how frequently
each product category appeared in the dataset, to gain a clearer picture of the data
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Figure 2: Removing of unnecessary columns

Figure 3: Checked for Unique list of Products
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landscape and consumer trends.

Figure 4: Distribution of Products

To clean the text in the ’Consumer complaint narrative’ column of the dataset, I used
a straightforward approach focusing on making the text more readable and relevant for
analysis. Here’s a simplified explanation of the process:

Normalizing Words: I started by simplifying each word to its base form. For instance,
converting different tenses of a verb to its root form. This helps in treating different
forms of the same word equally during analysis.

Cleaning Text: The next step involved removing unnecessary characters like punctu-
ation marks and making all the text lowercase. This step ensures consistency across all
complaints.

Breaking Down Sentences into Words: I then split the complaints into individual
words, which helps in examining each word separately.

Removing Common Words: Which appear very frequently but don’t add much value
to the analysis. I removed these to focus on more meaningful words.

Reassembling the Words: Finally, I put all the words back together into clean, sim-
plified sentences.

This process made the text in the complaints cleaner and more uniform, allowing for
a more accurate and insightful analysis of customer feedback.

The main approach in processing the complaints involved using keyword matching.
This method was crucial for filtering out misclassified complaints. I defined a set of
keywords for each product. These keywords were carefully selected to accurately represent
the essence of complaints related to each product. Then, using these keywords, I filtered
the complaints, ensuring that each was correctly categorized according to the relevant
product. The correctly classified complaints were then stored in a new CSV file. This
file served as a cleaned and more organized dataset, ready for further in-depth analysis.

Text Vectorization with a Tokenizer: I converted the words in the complaints into
numbers. This is like replacing each word with a unique code so that the computer can
understand and analyze the text.
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Figure 5: Text Cleaning

Figure 6: Filtering using keyword Matching
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Figure 7: Text vectorization and Binarizer

Label Binarization for Products: For the different types of products mentioned in the
complaints, I used a method to turn their names into a simple 0s and 1s format. This
made easier for the computer to recognize and classify the product. After cleaning the
data, I split it into three segments of 60,20, and 20 for training, testing and validation
respectively to check how well the classification model works. This way, the model learns
from a substantial portion of the data and gets thoroughly tested and validated.

Figure 8: Splitting of Data

5 Implementation and Evaluation

5.1 Modelling on cleaned data without Keyword matching

I designed a layered model that first turns words into numbers, then uses filters to detect
patterns in the text, and finally, it has decision-making layers that categorize customer
complaints. The model is trained to improve accuracy over time. I measure its success
by how accurately it classifies these complaints.

In my project, I also experimented with two advanced techniques: LSTM (Long
Short-Term Memory) and Bi-LSTM (Bidirectional Long Short-Term Memory). While
both methods are effective for understanding text data, Bi-LSTM performed better in
the first experiment, showcasing its strength in capturing information from the complaints
more comprehensively.
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Figure 9: Building Model

Figure 10: Building Bi-LSTM Model
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Figure 11: Accuracy and loss plot for Bi-LSTM without keyword matching

5.2 Modelling on cleaned data with Keyword matching

In my research, I employed CNN, LSTM and Bi-LSTM models on datasets that were
specifically filtered using keyword matching. This approach enabled me to assess the
impact of keyword filtering on the performance of these models, providing insights into
their effectiveness with and without the use of keyword-focused data refinement.

Figure 12: CNN model Building with keyword matching

Then fitted the model, involved running the model through the training data (X train
and y train) for 10 cycles, called epochs.

The bidirectional nature of Bi-LSTM allows it to process data from both forward
and backward directions, offering a more comprehensive analysis of the text, especially
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Figure 13: Model Fitting

Figure 14: Classification report of CNN with keyword matching
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beneficial in scenarios where keyword context plays a key role.

Figure 15: Model Building BI-LSTM with Keyword Matching

Figure 16: Classification report

To evaluate the performance of the Bi-LSTM model with keyword matching, I created
plots for both validation loss and accuracy. These plots serve as visual tools to understand
how well the model is learning and performing over time.

The best performing model in my project, the Bi-LSTM with keyword matching, was
saved as an .h5 file. This file format is ideal for storing the complete architecture of the
model along with its trained weights and biases, ensuring that all the learning it has
undergone is preserved.
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Figure 17: Accuracy and loss plot

Figure 18: Classification report of CNN with keyword matching

6 Deployment

For deploying my project, I set up a simple website using Flask, a tool that helps create
web applications. This website has a user-friendly interface where anyone can enter text,
like a customer complaint. When they submit their text, my trained Bi-LSTM model,
which I previously saved and loaded onto the website, analyzes it. The model, trained
to understand and classify customer complaints, predicts the category of the complaint
based on the text provided. The website then displays this predicted category to the
user. This setup makes it easy for anyone, even without technical know-how, to see how
the model works and to use it for classifying text in real-time.

To set up and run a Flask web application like the one described, which includes
text processing and machine learning model deployment, several prerequisite libraries
and tools are needed. Here’s a brief overview:

Flask: The core library to create and manage the web application.
NumPy & Pandas: Essential for data manipulation and numerical operations.
Matplotlib & Seaborn: Used for data visualization, though they’re more relevant

during the model development phase than in the Flask app itself.
Pickle: For loading saved models and other objects like the tokenizer.
TensorFlow & Keras: Necessary for loading and running the deep learning model (in

this case, the Bi-LSTM model).
Scikit-Learn (sklearn): For various machine learning utilities; here, it’s specifically

used for feature extraction from text.
NLTK (Natural Language Toolkit): A toolkit for natural language processing which

provides functions for text cleaning and preprocessing.
WordNetLemmatizer (from NLTK): Used for lemmatization, which reduces words to

their base or root form.
Regular Expressions (re): For text cleaning, such as removing non-alphanumeric char-

acters.
String Library: For basic string operations, essential in the text cleaning process.
TQDM: A library for displaying progress bars, helpful during lengthy processing tasks.
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Stopwords (from NLTK): To remove common words that usually don’t contribute to
the meaning of the text.

Figure 19: Classification report of CNN with keyword matching

To deploy Flask application and test the text classification locally, I followed these
steps in Visual Studio Code. First, I made sure to have my Flask project folder open,
which, in my case, was the ”flaskserver” folder. Then, I used the VS Code terminal to
navigate to the project folder. After confirming that I was inside the project directory,
I ran my Flask application by executing the command ”python app.py” in the terminal.
Once the application was running, I received a URL, such as http://127.0.0.1:5000/, in
the terminal. With this URL, I opened a web browser, pasted it into the address bar, and
accessed the GUI for testing text classification. This straightforward process allowed me
to deploy and interact with the application locally on my computer for testing purposes.

Figure 20: Classification report of CNN with keyword matching
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