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The following guest post is by Dane Atkinson,
founder and CEO of SumAll, a data connection
service that visualizes and analyzes
information.

From smartphones and e-mail to social media
sites, today’s consumers have a variety of
communication channels available to them
anytime, and anywhere.

In fact, social media platforms, such as
Facebook rs +1.78% , Twitter and Instagram, have
sparked a dramatic increase in the rapid rate of
business and purchase decision, as well as Lw
increased expectations in customer service. Asa  Dane Atkinson, CEO, SumAll
result, business leaders are realizing that the

communications efforts that resonate best with

today’s savvy consumers are not only personalized and relevant, but designed
and delivered in ways that truly stand out from the crowd.

i

Churn rate (sometimes referred to as attrition rate) is a term that gets
thrown around a lot in relation to customer behavior. The short definition:
the “number of customers who stop doing business with an organization over
a specific time period.”

Understanding your company’s churn rate is a
crucial first step in identifying any leaks in your
ship. With this knowledge, you can begin to patch
up any cracks, retain more customers, and
eventually increase your revenue in the process.
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This blog features contributors who don’t regularly
write for Forbes but who have timely insight on
starting, running and expanding small businesses.
Coverage ranges from finance and technology to
policy and legal issues.

The author is a Forbes contributor. The opinions expressed
are those of the writer.

MY SAY’S POPULAR POSTS

The Most Annoying, Pretentious And Useless
Business Jargon 633,602 views

8/29/13 5:27 PM



Can Big Data Cure Your Churn Rate? - Forbes

20f6

http://www forbes.com/sites/groupthink/2013/05/14/can-big-dat...

8 Major Mistakes Entrepreneurs Will Make In 2013

New Posts Most Popular Lists Video
A +4 posts this hour Highest-Paid Models Top-Earning Tennis Sta1  Vegas' DJ Wars
Goldmine for as made one purchase from a specific store, there
Startups is a 27 percent chance that he or she will make o
, views
Martin zwilling another purchase from that same store. In addition,

Contributor

the research results showed that with three
purchases, a customer is twice as a likely (54
percent) to purchase from that same store again in
the future.

7 Tips of the Chief
Customer Officer

I Christine Crandell
Contributor

The key to successfully keeping your company’s

. churn rate to a minimum lies in data and
‘ R analytics. By mining and analyzing data, business
' ’ leaders can gain better insights into their
customers’ needs, preferences and likely behaviors.
This valuable information enables the development
of strategy, and that strategy enables clear, effective
communications and offers that customers will
7 1 TR ultimately value and prioritize when making choices

MicrosoftDynarhic about which company to patronize.
sVoice: When

Banks Use CRM

Technology, Big data can be leveraged by business owners to
Customer Service understand customers’ sentiment and needs before
Improves they evolve into issues that lead to churn. Big data
7| Chad Hamblin also can be used to understand the reasons for past

@Microsoft Dynamics

churn by looking for patterns and abstracting the
information to reasons they became churn issues.
Here are some ways to identify your company’s
churn rate, and tips to keep it low:

e Make a distinction between current customers and former customers. This
largely depends on the business type (i.e., subscription versus retail business). If
your business is subscription-based, for example, it’'s immediately apparent when
a customer stops subscribing. With retail, however, customers may make
purchases during the holidays only, or purchase durable goods without being
considered churned, despite the lack of purchases.

e Remember: Churn can be an indication of a number of factors, including
customer dissatisfaction, high prices, poor marketing, or just a natural part of the
customer life cycle.

e Spend some time thinking what makes a solid, long-term customer. Know the
real values they ascribe to your service (prices, free shipping, product array) and
use a laser focus on these factors.

o Ask outgoing customers to tell you why they cancelled or want to switch to
a competitor. Then, use this data to better understand your current
customers, and decide if you need to make any necessary adjustments.

e Engage customers through regular email marketing and social media.
This is a good way to keep them up-to-date with your latest offerings, as well
as build brand loyalty.

e Try ad retargeting. This can be an effective approach in winning back
former customers by reminding them about your quality services and/or
products.
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data. In fact, one business recently reported that nearly one-third of its users
open its daily email digest email multiple days per week.

e Email allows companies to reach users in very precise ways. For example,
Amazon tracks what products a user has been looking at online and follows
up several days later with similar products in a targeted email.

e With the popularity of social media today, consumers have one more, very
powerful platform to talk about your company’s products and/or services.
Social media can be a great vehicle to spread your company’s messages and
share content. It’s also a way to connect personally to people, on a
one-to-one level, and immediately turn fans of your brand into loyal
advocates.

There’s no denying that customer churn can slow the growth of a company
over time. It’s an issue every company struggles with on a regular basis.
However, with the right tools in place, it’s possible to keep churn rates to a
minimum.

Remember: Returning customers are a company’s most valuable resource —
they spend more, and spend more often. This is the real value of reducing
churn.

Transforming the information you have about your customers into knowledge
can grow your business and create even more loyal customers. And big data
can help ensure that, through every customer interaction, a company is doing
its best to be as personal and relevant as possible at the point of immediate

need.
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