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Summary
The session focused on strategies to decrease customer churn by 28% through effective customer success 
methods. Jeff Kushmerek and Jay Nathan emphasized that the primary reasons for churn are customers not 
seeing the value of the product or not being informed about it. They argued that churn can be categorized into 
avoidable and non-avoidable types. Non-avoidable churn includes factors like customers going out of business or 
being bought, while avoidable churn stems from not demonstrating value to customers. They highlighted the 
importance of simplifying complex customer success processes and focusing on key elements like value 
realization, risk management, renewal cadences, and building relationships. Jeff and Jay provided insights on how 
to use tools like HubSpot for churn analysis and automating tasks to mitigate risks effectively.

Risk management was identified as a crucial factor in preventing customer churn. The speakers discussed various 
types of risks, such as business risk, adoption risk, product-market fit risk, and relationship risk. They 
recommended regular meetings to monitor the top accounts by revenue and address any risks. Tools like HubSpot 
were suggested for tracking customer health scores, which can include factors like usage, support tickets, survey 
data, and CSM sentiment. Automating plays and tasks when risks are identified was advised to ensure timely 
intervention. This proactive approach helps in maintaining customer satisfaction and retention.

The session also covered the significance of renewal strategies and the operational complexities involved. Jeff and 
Jay shared that setting up dedicated renewal teams can streamline the process, allowing CSMs to focus on 
relationships while specialized teams handle negotiations and renewals. They stressed the importance of 
forecasting renewals accurately to support business decisions. Multi-year renewals were recommended to improve 
gross retention rates. Additionally, they advised using automated workflows to manage renewal cadences and 
ensure consistent communication with customers. The discussion underscored that effective renewal management 
is essential for sustaining revenue and reducing churn.
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The session underscored the importance of ensuring customers see the value of the product. Customers 
often churn because they do not perceive the value or are not informed about it. Regular communication 
and showcasing tangible benefits are essential to maintain customer satisfaction and retention.

Importance Of Demonstrating Value

Identifying and addressing risk factors is crucial for preventing customer churn. Regularly monitoring top 
accounts by revenue and using tools like HubSpot to track health scores can help in early detection of risks. 
Automating tasks when risks are identified ensures timely intervention and helps maintain customer 
satisfaction.

Proactive Risk Management

Efficient renewal strategies are vital for sustaining revenue and reducing churn. Setting up dedicated 
renewal teams can streamline negotiations and renewals. Multi-year renewals can improve gross retention 
rates, and accurate forecasting supports business decisions. Consistent communication with customers 
through automated workflows is also recommended.

Streamlined Renewal Processes

Takeaways
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