
Customer
Retention Tips



The tips
The retention tips in this guide are based on the stages of the
Customer Relationship Journey diagram that you'll find on the

next page.
 

Inside this guide, you'll also find examples of retention tips from
companies like Amazon, Apple, Slack and Starbucks. 

 
These tips are only a guide.
Feel free to adapt them to 

your business as you see fit.
 





Know your ideal customers so well that
your marketing and sales will easily attract
them.

Research who your ideal customers are.
What they want. What they believe. What
they value. What they desire. Then create
your marketing and tailor your sales
around those. 

Lead Generation
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Apple's Mac computer line has 2 ideal customers

All the copy, images and pain points
speak to these specific customer groups.



TIP 1

Welcome new customers.

Conversion 
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 TIP 2

Offer helpful resources.

 TIP 3

Assure them they made the
right decision when they
purchased.
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Keep onboarding simple.



3 simple and
quick things
to do on this

page.

1.
2.

3.
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Onboarding
complete.
First win in

sight.
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Keep onboarding simple.

Offer enhanced support like FAQs,
knowledge base, webinars, a
community.



Self-serve
support.

 Guided
support.



Onboarding
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Keep onboarding simple.

Offer enhanced support like FAQs,
knowledge base, webinars, a
community.

Keep metrics on user adoption. 
Have playbooks to help your
customers if they get stuck at certain
points during onboarding.



Retention Stage
Tips

1. Look for opportunities to provide more value to your customers.



Calendly sends out
newsletters with

tips on how to use
 new features.
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Retention Stage
Tips

1. Look for opportunities to provide more value to your customers.

2. Stay in contact with communications that are meaningful to them.



Automatically entered
into the draw.
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Retention Stage
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1. Look for opportunities to provide more value to your customers.

2. Stay in contact with communications that are meaningful to them.

3. Listen to your customers. 



Customers complained.
Hugo listened

and acted.



Showing customers the
value of your product
and what they would miss if
they left.

Wandering Eye
Test Drive
Retention Tips

Asking customers for 10
minutes for a quick call.

Offering an enticing discount.

Send in-app messages or emails that
 try to get customers to engage by



Enticing offer



Showing the value of
being a customer and

what they'd miss if
they left.



The best way
to retain your

customers
is to talk to them.



"I get hundreds, and some
days thousands of emails from
customers. 
This is a privilege because they
talk to you as if you're sitting at
their kitchen table. 
Because they care so deeply
about Apple, they want to
make a suggestion, or want to
ask for help on something, or
want to tell you how much they
love the product."

Tim Cook, CEO Apple



What your
customers 
really want

Discover what your customers
really want so they stay longer and
buy more.

Learn more at anitatoth.ca

Anita Toth, Chief Churn Crusher

https://anitatoth.ca/

