PURPOSE:

Preemptive Retention identifies, treats & re-engages “at risk” customers to maximize the

profitability of your customer base.

METHODOLOGY:
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Reporting/Tools:

=Test vs. Control Retention Reports
=Test vs. Control Revenue Reports
=Response/Usage Analysis
«Profiles of Responders/Users
=Response/Usage Models

> Customer supplied
§ DataCo supplied

Qualitative Study provided by DataCo
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Preemptive Retention

Source Customer File from Client with
as many email addresses as possible

Analytics identify Best vs. Neutral vs.
At Risk Customers

Create test/control files for Phase 1.

Intro Package mailed; Test a
telemarketing touch which precedes
the mail
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Monitor traffic/enrollment on the Web
Portal; Send weekly emails to At Risk
customers. Conduct email surveys
periodically to obtain feedback.

Track Web Portal & Customer File
usage/purchase activity

Conduct Focus Groups to obtain
feedback & fine-tune

Calculate metrics & produce reports

Metrics:

=Attrition Rate — How has it changed?
<Revenue Rates — How has it changed?
=Return on Investment

=Portal Usage - # site visits

=Benefits Usage - # site visits, # purchases, $$
engagement, # coupons printed, etc.

<Email Open / Click Thru Rates
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