How to stop your customers from leaving you

Mark Copeman, founder, Customer Thermometer
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Churn matters



The effect of churn
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5% churn 10% churn 20% churn




£480,000 margin
5% Churn £367,712
10% churn £350,464

20% churn £315,968
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Customer dies | 1%

Customer leaves market I 3%

Customer gets friend to I 5o,
provide service ’

Customer persuaded to go to 99,
competitor
Customer is dissatisfied W.Ith 14%
service

Customer believes you don't 0
68%
care about them

Why will a customer leave you?




Make a customer, not a sale



CUSTOMERS THE LITTLE

BIG

"How can I help?" THINGS

"Have we delivered on every promise, implicit as well as explicit?"

72. It's 11 A.M.—Have You Called a Customer Today?

Stop.
Now.

Call a Customer.
Out of the Blue.

Listen and take copious notes.
Follow-up instantly on at least one "little" thing.
Repeat. 48-hours hence.

Hint: This applies to 100% of us. TO M P ETE RS

IN SEARCH OF EXCELLENCE



MNOTIC E

I do not consider a sale complete until goods are
worn out and customer still satisfied.

We will thank anyone to return goods that are not
perfecily satisfactory.

Should the person reading this notice know of any-
one who is not satisfied with our goods, I will consider
it a favor to be notified.

Above all things we wish to avoid having a dis-
satisfied customer. '

This notice appeared in a 1916 L.L.Bean circular and the guarantee is the same today.




The service recovery paradox



CUSTOMER LOYALTY

Service Failure

Customers with service failure
and successful recovery

Customers without
service failure

/ \ TIME

Service Recovery



“Customers dont expect you to be perfect.
They do expect you to fix things when they go wrong.

Donald Porter, VP, British Airways
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Support is more important than sales

L Ll




Treat every customer equally
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Be prepared






Keep it like child’s play




. Dot be evil

Do the right thing







PATIENTS MAID SERVICES DONATIONS ABOUT NEWS CONTACT
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Be memorable
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Since 2005, we've funded over

800 startups.

Y Combinator is a community

of over 1,600 founders.

Our companies have a combined

valuation of over $30B.
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ercaal freedom




DEODORANT

“isugas

Date: 9th December 2013

Room No.715
Dear M. Copeman

While servicing your room

we have Noticed tf
Deodorant IS ne

iat your Niveg
arly over, hence

we have taken the liberty to
place a new one.

W/5/7/'ng you a pleasant Stay,

'€am Housekeep



Encourage customer complaints



Incentivise your teams to REALLY care
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Don’t allow surprises




“Customers who go home mad teII their story.
Those who go home happy tell your story”.
Jake Poore, service recovery, Disney
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www.customerthermometer.com/lite
@Mark_Copeman
mark@customerthermometer.com




