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REACTIEVE RETENTIE

CONTACTEER KWETSBARE

KLANTEN
NEEM KLACHTEN ERNSTIG .
o Getroffen door specifiek

o Klachten zijn een gift probleem (maar geen klacht)
o Neem ownership ~—* o Slamea culpa

T

o Voorbeeld: storing, billshock

(%’Z WEES BEREIKBAAR OVERTUIG
[‘ 22 Klanten vertrekken niet o Erken fout/ongemak
AN door probleem, wel door o Tegemoetkoming

slechte bereikbaarheid

en service o Ga aan de slag met feedback



PROACTIEVE RETENTIE

OPTIMALISEER SEGMENTEER
processen klanten
o Analyseer wanneer klanten Trek de juiste klanten aan
churnen Gratis items, groepsaankoop
o Verkort workflows —=* priceseekers (e loyaliteit)

CREEER

BELOON 2
loyaliteit wow-momenten
o Nieuwe klanten krijgen promo’s, Overtref verwachtingen

Wees er op cruciale
momenten
Vraag vaak feedback

wat met trouwe klanten?
o Loyaliteitsprogramma



LINKS

Harvard Business Review:

The value of keeping the right customer

Forbes:
Customer retention versus customer acquisition

Bain & Company:
Prescription for cutting costs

Outboundengine:
Customer retention marketing vs. customer acquisition
marketing

the good:
O strategies to improve customer retention (the key to
ecommerce growth



https://hbr.org/2014/10/the-value-of-keeping-the-right-customers
https://hbr.org/2014/10/the-value-of-keeping-the-right-customers
https://www.forbes.com/sites/forbesbusinesscouncil/2022/12/12/customer-retention-versus-customer-acquisition/?sh=e25ad4d1c7d6
https://www.forbes.com/sites/forbesbusinesscouncil/2022/12/12/customer-retention-versus-customer-acquisition/?sh=e25ad4d1c7d6
https://media.bain.com/Images/BB_Prescription_cutting_costs.pdf
https://media.bain.com/Images/BB_Prescription_cutting_costs.pdf
https://www.outboundengine.com/blog/customer-retention-marketing-vs-customer-acquisition-marketing/#:~:text=Acquiring%20a%20new%20customer%20can,customer%20is%205%2D20%25.
https://www.outboundengine.com/blog/customer-retention-marketing-vs-customer-acquisition-marketing/#:~:text=Acquiring%20a%20new%20customer%20can,customer%20is%205%2D20%25.
https://www.outboundengine.com/blog/customer-retention-marketing-vs-customer-acquisition-marketing/#:~:text=Acquiring%20a%20new%20customer%20can,customer%20is%205%2D20%25.
https://thegood.com/insights/improve-ecommerce-customer-retention/?trk=article-ssr-frontend-pulse_little-text-block
https://thegood.com/insights/improve-ecommerce-customer-retention/?trk=article-ssr-frontend-pulse_little-text-block
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