
Playbook: Churn Mi1ga1on Strategies 
This	playbook	provides	practical	strategies	to	proactively	and	reactively	address	churn	risks,	
improve	customer	retention,	and	ensure	long-term	success.	Use	the	tools	and	techniques	
outlined	here	to	build	stronger	relationships	with	your	customers.	

1. Proac1ve Strategies 

A. Monitor Key Metrics 
**What	to	Do:**	Regularly	track	customer	health	indicators	like	usage	data,	engagement	
levels,	and	Net	Promoter	Scores	(NPS).	

**Why	It	Works:**	Early	warning	signs	like	declining	engagement	or	usage	can	signal	
dissatisfaction	before	it	escalates.	

**Example:**	A	customer’s	login	frequency	decreases	signiMicantly.	The	CSM	schedules	a	
check-in	to	understand	their	challenges	and	offer	a	solution.	

B. Set Clear Goals and Align Expecta1ons 
**What	to	Do:**	During	onboarding,	collaborate	with	customers	to	deMine	measurable	goals	
and	success	criteria.	

**Why	It	Works:**	Customers	who	achieve	their	goals	are	more	likely	to	see	value	in	the	
product	and	renew.	

**Example:**	For	a	marketing	tool,	set	a	target	like	increasing	email	open	rates	by	20%	
within	the	Mirst	quarter.	

2. Reac1ve Strategies 

A. Address Concerns Promptly 
**What	to	Do:**	Respond	quickly	to	customer	complaints	or	dissatisfaction.	

**Why	It	Works:**	Shows	customers	you	value	their	feedback	and	are	committed	to	
resolving	their	issues.	

**Example:**	If	a	customer	reports	poor	support	response	times,	the	CSM	escalates	the	
issue	internally	and	follows	up	with	a	resolution	plan.	

B. Offer Temporary Relief or Incen1ves 
**What	to	Do:**	Provide	discounts,	extended	trial	periods,	or	additional	resources	to	reduce	
dissatisfaction.	

**Why	It	Works:**	Gives	the	customer	time	to	see	the	value	of	the	product	or	recover	from	a	
disruption.	

**Example:**	Offer	a	3-month	credit	after	a	critical	feature	outage	impacted	their	
operations.	



3. Example Churn Mi1ga1on Plan 
**Step	1:	Identify	the	Issue**	
Analyze	data	(e.g.,	declining	usage	or	a	negative	survey	response)	to	pinpoint	potential	
churn	causes.	

**Step	2:	Engage	the	Customer**	
Reach	out	directly	to	discuss	their	concerns	and	goals.	

**Step	3:	Provide	a	Solution**	
Offer	tailored	solutions	such	as	additional	training,	feature	workarounds,	or	a	roadmap	for	
addressing	their	needs.	

**Step	4:	Follow	Up**	
Regularly	check	in	to	ensure	the	customer	is	satisMied	and	progressing	toward	their	goals.
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