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10 Quick Tactics to Reduce Churn
 10 Quick Tactics to Reduce Churn
 For recurring revenue-based businesses, quickly reducing churn is one of the critical drivers of success.
 Churn is a fact of life. But the amount of churn is not. By adjusting key customer facing processes and leveraging state of
 the art tools, companies can reduce their churn down to the optimal level.
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10 Quick Tactics to Reduce Churn
 What is the impact of churn?
 SaaS businesses spend an average of $1.07 to acquire $1 of new revenue. The cost to upsell an existing customer is 16 cents,
 while renewing an existing customer is 12 cents.
 Source: Pacific Crest, 2014
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10 Quick Tactics to Reduce Churn
 The Bottom LineTake care of the customers you already have. You can quickly
 calculate the ROI associated with expense focused on customer
 retention. Companies, especially fast growing companies, can get so
 focused on the next new customer, they forget to manage their current
 customer relationship.
 Source: David Skok, 2012
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10 Quick Tactics to Reduce Churn
 So what can you do to reduce churn?
 Amity spends a lot of time working with SaaS businesses to solve this problem and helping our customers reduce churn.
 We put together a list of 10 tactics and hope it offers insight, tips and guidance that can be quickly and easily put into action.
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10 Quick Tactics to Reduce Churn
 So what can you do to reduce churn?
 Being clear about your product is a key ingredient in attracting the “right” customers as opposed to people who
 may be browsers, tire-kickers or penny pinchers. It lets you focus on high-value customers, rather than
 customers who are not a good fit and, in the process, consume valuable
 resources.
 Attract the right customers by having a strong grasp of your
 target audiences.
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10 Quick Tactics to Reduce Churn
 So what can you do to reduce churn?
 What is it they are looking to achieve and how can your product deliver
 value? There are a variety of ways to determine goals: customer interviews,
 demos, surveys and the creation of buyer personas. Once you know your customers’ intentions, it is easier to deliver the right solution at the right
 time.
 Understand your customer’s goals.
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10 Quick Tactics to Reduce Churn
 So what can you do to reduce churn?
 To effectively serve your customers, you need to understand what they are doing with your product – e.g. how
 many times they log-in, features being leveraged, and how many seats
 or licenses are being used.
 Understand your customers.
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10 Quick Tactics to Reduce Churn
 So what can you do to reduce churn?
 Many businesses follow the 80/20 rule – 20% of your customers deliver 80% of your revenue. As a result, it is
 essential to target service delivery according to customer value. It
 ensures customers delivering the most value to your business are prioritized and offered engaged and pro-active
 guidance, insight and customer service.
 Tier your customers.
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10 Quick Tactics to Reduce Churn
 So what can you do to reduce churn?
 For example, the sign up process should be easy, quick and intuitive so
 you can capture and spark a customer’s interest in your product.
 Rather than send a standard welcome email, you should offer information and user-friendly tips on how to get
 going with your product.
 Build a user-friendly onboarding process to create a positive first
 impression.
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10 Quick Tactics to Reduce Churn
 So what can you do to reduce churn?
 Once a prospect becomes a customer, it is essential for them to see and
 experience the value your product delivers. Whether it is tools such as
 tutorials, videos or on-screen tips, the customer has to quickly recognize the value being delivered. This will make
 them more confident about their purchase decision and set the tone for
 a strong relationship.
 Minimize time to first value.
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10 Quick Tactics to Reduce Churn
 So what can you do to reduce churn?
 Having in-depth information about what your customers are doing along each phase of the customer lifecycle. Armed with this knowledge, you can better engage with them to provide
 guidance and, as important, pro-actively address issues before they
 become problems that would cause a customer to think about leaving.
 Simple customer intelligence.
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 So what can you do to reduce churn?
 Customers want to be engaged. They want insight, guidance, tips and tutorials on features that can be
 embraced or used in different or new ways. Companies that communicate
 on a regular basis have a better chance of developing better, deeper and longer relationships with their
 customers.
 Help customers adopt new features so they get more value from
 your product.
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10 Quick Tactics to Reduce Churn
 So what can you do to reduce churn?
 Depending on the value that customers are getting – or not getting – you can send them reminders, offer
 advice and support, and encourage them to explore new features. Your
 emails can be more effective by featuring relevant and topical content.
 Contextual and personalized emails.
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10 Quick Tactics to Reduce Churn
 So what can you do to reduce churn?
 Whatever the needs of potential or existing customers, it should be easy for them to reach out to you and, as
 important, get a response. This could involve an efficient ticketing service, real-time online chat to solicit quick answers, or a self-learning hub that lets people get and offer help and
 advice.
 Make it easier for people to contact you.
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 So what can you do to reduce churn?
 Bonus: Invest in customer success tools and processes so you can help customers get the most value from your product. Processes to consider
 include onboarding, ongoing business reviews, training, triage and renewals. At the end of the day, you want customers to get as much value
 from your product as possible. It is your job to make that happen.
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10 Quick Tactics to Reduce Churn
 ConclusionChurn happens because customers lose confidence in the value being
 delivered by your product. As a result, SaaS vendors need to engage
 customers, understand their needs and how the product is being used. This makes it easier to deliver value from
 the beginning of the relationship, identify problems and opportunities,
 keep and grow your customers.
 Churn is about value.
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10 Quick Tactics to Reduce Churn
 About AmityAmity’s Customer Success and Lifecycle Automation platform is quick to implement and easy to use. It is the first platform to combine:
 1. Customer Intelligence: understand exactly what’s happening with every customer, right now. Eliminate the need to switch between multiple data sources. It’s easy.
 2. SmartPlaybooks™: react to customer insights in real time, enabling proactive action in an automated, scalable and repeatable way.
 3. Team Collaboration: enables company-wide alignment, driving customer outcomes and coordinated action, while delivering extraordinary business results.
 For more information, visit www.getamity.com.
 http://www.getamity.com/
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