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Agenda

ÅWhy customers leave their partner

ÅThe difference between customer 
satisfaction and customer success

ÅWhat marketing can do to help reinforce 
customer loyalty

ÅHow you can reap the benefits of 
ŜȄŎŜŜŘƛƴƎ ȅƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎ



Why Customers Defect

Å#1 Reason - Customer Satisfaction Issues (24%)

Å# 2 Reason - Additional Services Provided by 
New Reseller (21%)

Å# 3 Reason - Consolidation of License Purchases 
to New Reseller (5%)

Source: Microsoft

Note:  Only 3% of customers switch partners for 
ƳƻǊŜ ŦŀǾƻǊŀōƭŜ ǇǊƛŎƛƴƎ ǿƘƛŎƘ ǘƛŜŘ ǿƛǘƘ άǊŜǎŜƭƭŜǊ ƴƻ 
ƭƻƴƎŜǊ aƛŎǊƻǎƻŦǘ ŀǳǘƘƻǊƛȊŜŘΦέ
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Customer Marketing Best Practices

Segmentation

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

ωIdentify module 
under-utilizers.

ωIdentify customers 
that have not 
upgraded recently.

Awareness

ωConduct seminars 
and webcasts to 
educate clients 
about additional 
solutions.

ωSend a newsletter. 

ωNotify clients of 
upcoming renewals 
90 days prior.

ωProvide 1:1 tours of 
CustomerSource.

Nurture

ωAssign a specific 
Account Manager 
to each client.

ωHost regular user 
group meetings.

ωOffer training 
classes.

ωPut on a client 
summit/customer 
appreciation event.

ωSend a newsletter.



Who are your best customers?

ÅWho are your best customers? 

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

ÅHave you segmented your customer base 
into levels (A, B, C)?



How Marketing Can Help Create Value

ÅNewsletters

ÅEvents

ÅCustomer Advisory Boards

ÅCustomer Recognition

ÅCustomer Satisfaction Surveys



Newsletters

ÅDouble or triple your impact.

ÅProvide value with 
educational content and 
industry related news.

ÅCreate excellent cross-sell 
and up-sell opportunities

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


