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Let’s Get This Party Started

http://kenticousergroup.org/

http://kenticousergroup.org/


Goals

• Understand why churn is important

• Look for churn indicators

• Create measurable business rules from those indicators

• Translate business rules to prediction scores

• Take action on the highest prediction scores to stop churn 



What is Churn



Business Killer

Almost 9 in 10 customers have abandoned a business 

because of a poor experience.

* Source: Oracle Custom Impact Report 

http://www.oracle.com/us/products/applications/cust-exp-impact-report-epss-1560493.pdf
http://www.oracle.com/us/products/applications/cust-exp-impact-report-epss-1560493.pdf


The Churn All Stars

• Bad Onboarding

• Lack of Ongoing Success

• Sh*t happens in business -

Things out of your control



What To Do?



Product Usage Correlates To Churn
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Kentico Online Marketing Feature Set



Web Analytics



Activity Tracking

Tracking 

the data 

is the 

crucial 

step



Start by Reviewing

• Review the last 20 customers who 

canceled

• Start to create a theory on why they 

left (define indicators)

• Review your app usage for good 

customers too



Don’t forget the Human factor



Churn Indicators

Indicator Description

Missed contact form A Contact Us form was submitted by a user and support did 

not reply within 24 hours.

Poor initial experience Too many errors in the error log, 

Too little or Stale activity No secondary orders, product or service not activated, 

service not used after the first try in 15 days

Last login lapse User has not logged into the site in the last 30 days.

Repeat “How To” Video plays Watched the same “How To” video on your product 

repeatedly in the same 3 days after purchase



Kentico Dynamic Contact Groups

Segmenting is 

the second step



Time for a little math
Identify matches by user for all active customers until you hit your target sample

Kentico 

UserID

Missed contact 

form

Poor initial 

experience

Stale activity Last login lapse Canceled ?

121 1

237 1 1

356 1 1 1

498 1

725 1

902 1 1

1104 1

1256 1 1



Kentico 
Reports

Kind of works right?



Custom Analytics and Reports
You can log custom events for web analytics via the Kentico API using the HitLogProvider class 

from the CMS.WebAnalytics namespace.



Custom Reports



API



Kentico 

UserID

Missed contact 

form

Poor initial 

experience

Stale activity Last login lapse Canceled ?

121 1

237 1 1

356 1 1 1

498 1

725 1

902 1 1

1104 1

1256 1 1

1349

1372 1 1 1 1

Total 3 3 2 4 5



Calculate Prediction Score

Source: Phi CoefficientDownload the Spreadsheet

https://en.wikipedia.org/wiki/Phi_coefficient
http://www.mcbeev.com/churn-download


Churn Prediction Scores

Predictor Prediction Score

Missed contact form 0.000

Poor Initial Experience 0.218

Too little or Stale activity 0.000

Last login lapse 0.816



Remember no Silver bullet

• No one-size-fits-all approach to measure customer health



What to do about it?

• Know your customer’s first 

90 day journey

• Know your existing 

customer’s last 90 days as 

well



Know Yourself and Your App

• How long does it take to complete in-app tasks?

• How long does it take to edit your profile?

• How long does it take to share a post socially?

• How long does it take a champion to come back 

and write a positive review?

• How frequently does your product provide value / 

save time?



What to do next?

• Custom scheduled task to count event log issues per user in a given 

day

• Triggers Marketing Automation process to send email “Getting 
Started” documentation link

• On-line Form for Net Promoter Score for existing customers

• Reach out to people, who haven’t met targets, before they leave



Why does this all matter?

Increasing customer retention by 5%

can increase profits by 25% to 95%.

Source: Fred Reichel and Bain & Company 

http://www.bain.com/Images/BB_Prescription_cutting_costs.pdf


Q&A

?



Next Round Sign up for the next webinar Kentico 404 - Nov 16

http://kenticousergroup.org/

http://kenticousergroup.org/
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