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Never Let Them Go

Amy Spencer
The Partner Marketing Group




Agenda

AWhy customers leave their partner

AThe difference between customer
satisfaction and customer success

AWhat marketing can do to help reinforce
customer loyalty

AHow you can reap the benefits of
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Why Customers Defect

A #1 Reason Customer Satisfaction Issues (24

A# 2 ReasonAdditional Services Provided by
New Reseller (21%)

A # 3 ReasonConsolidation of License Purchas
to New Reseller (5%)

Note: Only 3% of customers switch partners for
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Customer Marketing Best Practices

w Segment clients
into levels (A, B, C)
based on products
owned, service
revenue, upcoming
opportunities, etc.

w ldentify module
under-utilizers

w ldentify customers
that have not
upgraded recently.

w Conduct seminars
and webcasts to
educate clients
about additional
solutions.

w Send a newsletter.

w Notify clients of
upcoming renewals
90 days prior.

w Provide 1:1 tours of
CustomerSource

wAssign a specific
Account Manager
to each client.

w Host regular user
group meetings.

w Offer training
classes.

w Put on a client
summit/customer
appreciation event.

w Send a newsletter.




Who are your best customers?

AWho are your best customers?

AMarketers- Develop 1:1 relationships
with your clients and create a presence

AHave you segmented your customer ba:
Into levels (A, B, C)?
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How Marketing Can Help Create Value

ANewsletters
AEvents
ACustomer Advisory Boards
ACustomer Recognition
ACustomer Satisfaction Surveys
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Newsletters

A Double or triple your impact.

A Provide value with
educational content and
Industry related news.

A Create excellent crossell
and upsell opportunities

A Leverage a newsletter
service like the one offered
by The Partner Marketing
Group which starts as low as
$125/month.




