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Executive Summary
For any business that provides a product or service to customers, the 
act of finding, targeting and obtaining new customers is always going to 
be among its top priorities. But, what many businesses tend to forget is 
that once a customer makes the first purchase, there is much more to 
be done in the customer relationship. Smart businesses know that the 
first transaction is really just the beginning, and that the real business 
value lies in retaining that customer. 
 
It’s far less expensive - not to mention much easier - to keep existing 
customers than it is to find and convert new customers. Because of 
this, customer retention is more important than ever to organizations, 
especially those that consider customer lifetime value. In order to grow 
customer retention rates, you need to focus on engaging customers, 
delighting them with their experience, exceeding their expectations and 
building their loyalty. According to consulting firm Walker Info, “By 2020, 
customer experience will overtake product and price as the key brand 
differentiator.” 
 
Of course, keeping customers happy so they keep coming back is a 
critical component of your business’ success. Organizations implement 
customer retention programs to retain as many customers as possible 
and to make the entire customer journey a valuable one. 
 
In this white paper, we’ll discuss the importance of implementing 
customer retention strategies and technology, and how completely 
understanding your customers is the gateway to delivering the most 
impact on retention.

KEEPING CUSTOMERS 
HAPPY SO THEY KEEP 
COMING BACK IS A 
CRITICAL COMPONENT OF 
YOUR BUSINESS’ SUCCESS. 
ORGANIZATIONS 
IMPLEMENT CUSTOMER 
RETENTION PROGRAMS 
TO RETAIN AS MANY 
CUSTOMERS AS POSSIBLE 
AND TO MAKE THE ENTIRE 
CUSTOMER JOURNEY A 
VALUABLE ONE.

http://www.ngdata.com


Retain & Delight: Understand Each and Every Customer to Solidify Lifetime Value

3 Copyright 2017 NGDATA®  NGDATA.com

Customer Retention vs. Customer Acquisition
IMPLEMENTING A SOLID 
CUSTOMER RETENTION 
STRATEGY THAT FOSTERS 
CUSTOMER SATISFACTION 
AND LOYALTY FROM 
THE START OF THE 
RELATIONSHIP CAN SAVE 
YOUR BUSINESS A LOT 
OF TIME, AND KEEP YOUR 
CUSTOMERS COMING 
BACK FOR MORE.

Loyal customers are often those that lead to referrals. In other words, 
the lifetime value of your existing customers extends far beyond the 
obvious. There is a fine line between satisfying your customers and 
compromising the immediate priorities of your business. How much 
time is your support staff willing to spend answering complaints? 
More importantly, how can you optimize the time your staff spends 
conducting support activities that can aid customer retention — and 
how much time is too much time? Fulfilling your customers’ demands, 
in order to keep them, can be an arduous task. Thus, implementing a 
solid customer retention strategy that fosters customer satisfaction and 
loyalty from the start of the relationship can save your business a lot of 
time, and keep your customers coming back for more. 
 
While most companies traditionally spend more money on customer 
acquisition because they view it as a quick and effective way of 
increasing revenue, customer retention often is faster and, on average, 
costs a lot less than customer acquisition. According to Invesp 
Consulting, “It costs five times as much to attract a new customer than 
to keep a new one.” Selling to customers with whom you already have a 
relationship is often a more effective way of growing revenue because 
companies don’t need to attract, educate and convert new ones.

http://www.ngdata.com
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Customer Retention by the Numbers
Businesses often struggle to keep up customer retention rates for a 
multitude of reasons. However, there are customer retention strategies 
and technologies that have made strides to improve customer retention 
rates. 
 
A study, conducted by Bain & Company, along with the Harvard 
Business School, shows that, “Increasing customer retention rates by 5% 
increases profits by 25% to 95%.” The study reveals some other notable 
facts about customer retention:

• Customers are likely to spend more money with companies they’ve 
already done business with

• Average consumers are likely to refer three other people to a site 
after just one purchase

• Businesses need to retain customers for at least 12 to 18 months to 
break even on their investment

 
Traditionally, businesses and their marketers were concerned more 
with driving sales and acquiring new customers than with engaging 
customers, building customer loyalty and increasing customer retention 
rates. Now, there is overwhelming evidence that existing customers 
are more profitable than new customers. Gartner Group projects that, 
“80% of future profits come from just 20% of your existing customers,” 
and Marketing Metrics has found that, “The probability of converting an 
existing customer is 60%-70%, while the probability of converting a new 
prospect is only 5%-20%.” Customer retention is taking center stage.

THERE IS OVERWHELMING 
EVIDENCE THAT EXISTING 
CUSTOMERS ARE MORE 
PROFITABLE THAN NEW 
CUSTOMERS. CUSTOMER 
RETENTION IS TAKING 
CENTER STAGE. 
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Use Relationships to Build Trust: 
Build relationships with customers in a way that fosters trust; do this 
through shared values and fostering customer relationships.

Take a Proactive Approach to Customer Service:
Implement anticipatory service so that you can eliminate problems 
before they occur.

Use Social Media to Build Relationships:
Use social media to connect and communicate with customers, and 
give them a space for sharing experiences with your company, so they 
can become brand ambassadors.

Go the Extra Mile:
Going above and beyond will build strong relationships with customers, 
and build long-term loyalty by paying attention to their needs and 
issues.

Make it Personal:
Personalized service improves customer experience, and is something 
customers are expecting and demanding; make their experience 
personal to strengthen the bond with your brand.

Customer Retention Strategies
According to software company Client Heartbeat, “Companies are 
finding that customer profitability tends to increase over the life of 
a retained customer, so employing customer retention strategies is 
a worthwhile use of company resources.” Below are some customer 
retention strategies that you can get onboard with.

PERSONALIZED SERVICE 
IMPROVES CUSTOMER 
EXPERIENCE, AND IS 
SOMETHING CUSTOMERS 
ARE EXPECTING AND 
DEMANDING.

http://www.ngdata.com
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Customer Retention Requires Understanding Customers
Retaining customers requires giving them an excellent customer experience throughout their entire lifecycle 
by personalizing every interaction. The only way to deliver truly personalized and relevant experiences is by 
completely understanding your customers. 
 
That’s where your customer data comes into play. Your customers generate data at every touchpoint, but 
harnessing all of that data is a nearly impossible task without utilizing data-driven technology. You can 
eliminate the data silos, connect the dots of a customer’s interactions across multiple channels, and build 
a comprehensive, holistic customer profile to gain a real-time, trending, and complete view. When you truly 
understand your customers, you can act on potential churn well before your customer considers it.  
 
NGDATA’s next generation customer data platform, Lily Enterprise™, creates individual, living Customer DNA 
profiles in real-time, enabling you to deliver more personalized and relevant customer experiences.  
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• Length of the customer’s relationship 
with company

• Patterns in usage, activity and 
inactivity of types of products owned 
and used

• Transaction histories across multiple 
channels

• Types of products corresponding to 
maximum value transactions

• Automatic payments and credits
• Web-based channel and online 

usage, or lack of usage
• Locational information and use of 

mobile payment applications 
• Social media engagement and 

sentiment
• Logs from in-person activity and  

customer service calls 

Once you have a holistic view of your customers and their interactions with your company, you can begin to 
identify the drivers of churn and execute retention programs long before real issues begin. 

http://www.ngdata.com


NGDATA’s next generation customer data platform, Lily Enterprise™, 
creates individual living Customer DNA profiles in real-time, enabling you 
to deliver more personalized and relevant customer experiences. Lily 
connects all the data sources required to get a comprehensive, individual-
level customer view, making it possible to better engage with more 
effective marketing programs. The single view of your customers provides 
you with a customer-centric approach to enable the best experiences 
possible, consistently through any channel the customer chooses. With 
Lily, you can extend the customer lifetime of your valued customers, 
identify at-risk customers and proactively manage retention. 
 
Visit www.NGDATA.com for more information.
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