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Case Study: Designing a

model to predict churn

A global B2B SaaS powerhouse with Our client was moving from a primarily on-premise

a team of 6,000 talented individuals offering to a cloud-based subscription. Based on this
and a remarkable annual revenue of move, they needed to be able to assess and address
$2 billion. various risks such as; customer churn, subscription

renewal, upgrading, and downgrading. The client also
Problem: needed assistance in improving their assessment of

cloud customer engagement and developing an

Losing customers can be a improved data-driven approach to benchmarking.
nightmare, but identifying which Ultimately, customer success managers and

ones are at risk of leavingis a directors used both aspects of this work (predictive
challenging task. modeling and data-driven benchmarking) to improve

customer engagement and support.

Summary:

Our team was tasked with developing a highly accurate churn prediction model for our client, who
expressed concern over the unreliability of their current customer attrition forecasts. By collaborating
closely with key stakeholders and identifying areas for improvement, we were able to address gaps in
their existing system and provide solutions to the challenges they were facing.

We discovered that the lack of a churn assessment model and limited data availability contributed to
their unreliable predictions. Our team also identified internal process gaps and inconsistent
documentation that required attention. With our expertise and thorough analysis, we are confident in
our ability to develop a reliable churn prediction model that will meet our client's needs.
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We created a model that predicts customer
engagement using innovative tracking and '
benchmarking techniques. The data experts
successfully filled any gaps and provided a model
that tracks customer engagement and creates
benchmarks using novel approaches.
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Interestingly, our model's main principles

contradicted the client's assumptions. We found Y Yl
that inactive customers are at a higher risk of Monthly_Users

churning, while active and engaged customers are

the least likely to do so. - churned

Our solution was to design a predictive model that
could identify potential customer churn risks with _ — _ .
85-90 percent accuracy. a - )

Age of Stack f_ﬁeeksj

Outcome/Client Impact:

o Our model allowed the client to reliably predict a customer who will churn 85-90% of the time.

» Afterimplementing our predictive model, the client could correctly identify a customer who will
reliably churn 85-90% of the time.

» Additionally, our data solution created an improved assessment of their customers’ engagement
and a data-driven approach to benchmarking.

Contact Us Now For a Free Consultation!
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