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Why Listen to Me?



Dig Deep in Why

Make a Plan and Forecast

Storytelling: Past and  Future

Repeat
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Dig Deep into Why

1. Review every churn in recent history

2. Build risk/churn reasons into CRM
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Spreadsheet Time!
Pro Tips: 
- Engage Finance or Ops for churn data 
- Show your work 
- Check results vs. Intuition

1. Find the Hotspots 

2. Build 100 Cuts (You’ll need them) 

3. Draw Some Conclusions
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Product Line
Segment
Health Score
Historical Actuals

At risk Yes/No
Risk Amount
Churn Fcst Amount
Risk Reason + Notes

Forecasting Churn: Two Flavors

Bottoms Up Tops Down

Pro Tips: 
- Track changes to forecast fields 
- Have YOUR forecast in addition to rep/

manager 
- Limit reactivity
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Make a plan

Why/Where  
Churning?

What is  
Addressable?But Why? How?  

Brainstorm
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Make a plan

Squad buy-in
Max 

Retention 
Plan

Socialize Spread the 
Word

Pro Tips: 
- Bring people along strategically 
- Engage the whole company 
- Be Realistic
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Sample Max 
Retention Plan
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Address in-flight risks 
• Obsess over risk signals
• Visibility on Churn Forecast
• Heal Desk / Swarm
• Throw execs in the mix
• Coach the team

Important: Stop the Leak
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Storytelling: We can do this!

Executive Team

Success Team

Whole Company

Board



Dig Deep in Why

Make a Plan and Forecast

Storytelling: Past and  Future

Repeat



Forecast Review
New Risks Review
Heal Desk
Lite Program Updates

Weekly

Maintenance

CRM Churn Clean-Up
Recent Churns Review
Heavy Program Updates
Reassess Forecast

Monthly

Educate the Company
Assess Annual Forecast
Refresh Churn Analysis
Reprioritize Initiatives
Assess Churn Codes

Quarterly
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