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Predicting Success



The best way to predict your 
future is to create it.

#predictoutcomes



Guesswork isn’t good enough



Yet the amount of customer signals to 
manage and make sense of is intimidating



And not knowing can have dire 
consequences

#churn



A framework for comprehension is required



Churn Probability Score

               Know             Predict             Plan       Communicate    Resolve



[def-uh-nish-uh n] 
 A score to represent the probability of churn for a given 

customer

Churn Probability Score



Scores range from 0-13  
 
High score = high probability of churn  
 
Clients not at risk are given “0” as their score

Churn Probability Score



What’s in the CPS?



Variables + Scoring



Example: Customer 1

CPS: 3 
20-29% likely to churn



Example: Customer 2

CPS: 11 
86-95% likely to churn



Outcomes
Accurate forecasting of ARR churn by quarter  
 
Understand levers required to retain customer by 
 customer, vertical, region and solution  
 
Identify systemic retention trends  
 
Prioritize save efforts for maximum success



Results

95% customer retention 



Added Benefits
Sales | Know the right customers to target and how to sell to them

Product Marketing | Produce the collateral required to address customer needs

Marketing | Leverage CPS for customer profiling and Next Logical Solution Marketing

Success | Use CPS to upsell existing customers where they might have product gaps



#winning
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