
I n the article entitled “How To Create 
Customer Retention Strategies That 
Actually Work” written by Claire Cortese, 

she rightly says that every company wants 
to keep their customers happy – 
maintaining satisfaction amongst your 
customers is the number one way to 
increase customer retention.
  New business is always great, but the 
clients who come back again and again 
to do business with them define 
companies.
  Client retention refers to a company’s 
ability to retain repeat clients – that is, 
customers who continue to return to do 
business with you over and over again. If 
a company has low client retention, it 
means that customers do not typically 

return to do business with them again.
   Ideally, you want a high customer retention rate 
because it saves your company both time and 
money in the pursuit of converting new clients. In 
general, it costs a company seven times more to 
acquire a new client than to retain an existing one.
  That’s right – it’s actually cheaper for you to 
keep an existing client than convert a new one.
   In fact, increasing your customer retention rate 
by just five percent can lead to an increase in your 
company profits by up to 95 percent. If you ask us, 
those are not figures to scoff at.
   Additionally, having a high customer retention 
rate means that your clients are satisfied and have 
strong brand loyalty, and loyal customers are more 
likely to promote you to others and bring in new 
business. Ask yourself this question: What would 
make your clients happy? What would your 

 

customers appreciate?
  There are numerous ways to increase customer 
retention rates, but here are a few of the best, most 
basic starting points to begin implementing.
1. Always Thank Your Customers.
It might seem small, but saying thank you to your 
customers can go a long way. A handwritten thank 
you note makes your customers feel appreciated 
and valued, and it may just keep them coming 
back.
2. Own Up To Your Mistakes.
There’s no way around it – mistakes happen. One 
way or another, every company has a hiccup at 
least once in a while.
  When this happens, make sure you address the 
problem head on. Tell your customers what went 
wrong and why, ensure them that it won’t happen 
again, and make sure you rectify the situation.

   

3. Ask How You Can Improve.
Create a survey to get feedback from your 
customers and find out about the quality of their 
experience with your company.
   This is one of the best ways to find out what is 
and isn’t working for your customers, and how you 
can improve to provide better service. You should 
always be aiming to get better, and customer 
feedback will help you direct that pathway of 
improvement.
4. Go The Extra Mile.
Putting in effort to go the extra mile for your 
clients is a key retention tactic to ensuring 
customer satisfaction. Going the extra mile can 
mean different things for different companies, and 
it will most likely depend on the services and 
products you provide.
   But it can be as simple as taking the time to 
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check in and call your customers to make 
sure that everything is up to their 
expectations.
5. Talk, Talk, Talk! 
The more you interact with your customers, 
the better.
   Find out how the majority of your clients 
communicate socially – via Facebook, Twitter, 
or Instagram – and get on those platforms! 
Make sure your company has a social 
presence, and stay engaged in conversations 
with your clients!
   Now that you know about a few of the 
basic customer retention tactics, take a look 
at some real world examples of companies 
that have put effective strategies into place.
 When you read through this list of 
examples, take careful consideration of how 
each company has implemented a unique 
retention strategy into their business model 
and how you might adjust that tactic to fit 
your own company.
   First, Geico often promotes its slogan, “So 
easy, a caveman could do it.” This slogan 
is what drew me to sign up with them 
when I was tasked with finding car 
insurance after moving to a new state, and 
this is what kept me with them after I got 

in a car accident and totaled my car, just a 
week after signing up with them. 
   Geico’s services are as accessible as it gets – almost 
everything can be done through their mobile app - 
including calling emergency services, filing a claim, 
and even switching out vehicles and drivers on my 
plan. I can view all of my policy information right on 
my phone. After totaling my car, I expected the claim 
process to be a major headache, but was pleasantly 
surprised by how easy and painless it was with them.
  I was so impressed by Geico’s quick and quality 
service that I even recommended it to my family 
members, who then switched their car insurance over 
to Geico as well. Not only is Geico retaining my 
business, but they’ve also managed to bring in new 
customers by delighting me with their exceptional 
service.
  Second, the mission of a company plays a major role 
in both attracting new customers and retaining current 
ones. People stick with brands that align with their 
own interests and passions.
  The TOMS business model is centered around a 
cause that people care about. They started with a “one 
for one” policy – for every pair of shoes bought, they 
give a pair to someone in need.
  TOMS gives back to people, and their customers 
like this. Thus far, they have donated over 60 million 
pairs of shoes to those in need. That's just amazing. v
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Clients like to know that they’re doing business with the best of the best. 
Proving that you’re an expert in your field will keep your customers satisfied 

and ensure their peace of mind.




