
How to stop your customers from leaving you
Mark Copeman, founder, Customer Thermometer



Churn matters
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The effect of churn

5% churn 10% churn 20% churn



£480,000 margin

5% Churn £367,712

10% churn £350,464

20% churn £315,968





Why will a customer leave you?



Make a customer not a sale

• Groove HQ – call a customer

• Bolt out of the blue campaign, Tom Peters

Make a customer, not a sale







Service recovery paradox

• Say sorry

The service recovery paradox







Support is more important than sales



Treat every customer equally



Be prepared





Keep it like child’s play



Do the right thing







Be memorable

• Do things that don’t scale

• The thank you letter

• VIP pages

• Deodorant

Be memorable









Encourage customer complaints



Incentivise your teams to REALLY care



• Jack Brunsden



Don’t allow 
surprises

• Annual survey is not enough

• TMP example

• Do feedback the right way

• Find out what really matters

Don’t allow surprises



“Customers who go home mad tell their story.
Those who go home happy tell your story”.

Jake Poore, service recovery, Disney
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