
Client Retention
Why client retention is important 

for YOUR business



What is Client Retention?
• Actual definition is % of clients retained who

were planning to leave you.

• This is REACTIVE client retention

• PROACTIVE client retention is more effective
but does require some work.

• More cost effective in the long run.



Definition
Client Retention is the activity that we take in order to 
reduce client defections. Successful client retention starts 
BEFORE the  first contact we have with a potential client 
and continues throughout the entire lifetime of the 
relationship. Our ability to attract and retain NEW 
CLIENTS, is not only related to our product or service, but 
strongly related to the way we service our existing clients 
and the reputation we create within our marketplace.



The numbers
• 68% of clients leave because of how they are treated 

(perception)

• Client acquisition can cost up to 7 times more than 
client retention

• 63% of marketeers  feel that client acquisition is their 
most important goal. Only 20% said retention.



Retention V Gain
• 1/4rly review

• Ad hoc support
• Networking

• Petrol

• Time

• Ad hoc

• Site build

• Training

• +£200



Before?
Clients gained through

• Reputation

• Customer care

• Networking

• Recommendation

Easier to retain than cold call clients.



Tips
• Use of CRM

• Categorise clients

• Last contact date

• Review & contact (perception)

• Ask & Listen

• Re-enforce updates

• Go the extra mile - Care....Really



Example



Do I lose clients?
• Yes!

• However, apart from a few that are no longer in 
business I have actually truly lost 2 clients.

• 1 - To Yell. Client bought in but not happy.

• 2 - Cancelled on the day he could. 
Not happy with the results.



In Summary
• Always be thinking about client retention 

– even before they become a client.

• Have a system that works for you.

• Be authentic

• Lastly.... if every site was worth £200 more to you....
what would you do?


