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PREDICTIVE MODELLER

CHURN: RE-ENGAGE LAPSING CUSTOMERS TO
INCREASE RETENTION BY 8.8%
THE PROBLEM FACED
Losing customers has the most significant impact on the revenue of any
business, but what if you could find out your customer was likely to
churn before they even knew themselves? This knowledge could mean
the difference between a customer lost forever and a customer
re-engaged and spending money with your brand again.
Keeping customers and ensuring they stay loyal to your brand is
imperative. Travis Perkins were looking to identify those customers that
were most likely to lapse from their online journey.
RedEye’s Predictive Modeller, part of their Marketing Automation
solution, Contour, empowers businesses by predicting if a customer is
likely to churn. With this knowledge, the marketer is able to create
multi-channel communications specifically designed to reduce the
likelihood of this happening.
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THE PREDICTIVE MODEL
Using the Predictive Churn model Travis Perkins were able to identify
whether or not a customer was likely to churn. The model takes into
consideration transactional, behavioural and multi-channel
engagement data, using this wealth of information to create two
segments of data, those with a high or a low propensity to lapse.
The customers that were identified as likely to lapse were sent a
dedicated campaign, with the aim of engaging these customers to
prevent them from leaving the brand, with the control segment
being sent the business-as-usual email campaign. The model gave
Travis Perkins the power to act, not react, resulting in a strategy that
could be put in place to stop a customer leaving, rather than sending a
‘please come back’ email.

LESS THAN 1%
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WITH THAT BRAND

THE RESULTS ACHIEVED
THIS CAMPAIGN LED TO A

The information that Travis Perkins now has access to about their customer,
equipped them to deliver a much more relevant, targeted campaign. This
campaign led to an 8.8% increase in retention of customers, compared with
the control segment.

INCREASE IN

With RedEye’s support, Travis Perkins were able to transform customers that
were disengaging, into customers that were engaged and making purchases.
This transformation led to increased revenue, with Travis Perkins seeing a
massive 909.6% increase in transactions amongst the ‘likely to lapse’
segment. Ultimately the model provides a much greater customer lifetime
value.

8.8%
RETENTION

WHAT THE CLIENT THOUGHT…
We worked with RedEye to implement their Predictive Modeller to help us identify our customers who
were most likely to leave. The Churn Model gave us the opportunity to act before it was too late and send
these customers a specific campaign. Looking at those that were most likely to lapse, we saw an 8.8%
increase in retention, which is a fantastic figure to see from a segment that were potentially disengaging
from our brand.”
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