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ABA 1

NMoyemy churn — camasa poporas
npobnema SaasS

Leaky bucket metaphor: ecnmm y Bac [OBIpSIBOE Begpo —
6ecCMBICTIEHHO NUThH OoJbiie Bombl. Acquisitions 6e3 retention =
MocTOosTHHAs paboTa Ha MecTe. MaTeMaTHKa churn KecTokKas: IIpu
monthly churn 5%: yepe3 12 mecsiieB nmorepsiete 46% KINEHTOB
HauaBmux rom. Ecoim CAC = $1,000 u ACV = $1,200 (LTV ~2
ropa), To ipu 5% churn — LTV nmapgaet mo roga = $1,200. Bt egBa
okymaete CAC. Ilpu cHmxkenuu churn mo 2%: LTV = $4,000+
(LTV/ICAC = 4x). Jro pa3Huna Mexpay viable u struggling
OM3HECOM.

Negative churn — meuTa SaaS: ecnu expansion revenue (upsell
+ cross-sell) mpeBHIIIaeT revenue IIOTEPSTHHBEIM oOT churned
knueHToB — y Bac Net Negative Churn. IIpumep: Ilotepsinu
knueHToB Ha $5K MRR. Ho existing knuenThl upgrade Ha $8K
MRR. Net Revenue Churn: -$3K (MuHyC = pocT). 3TO O3Ha4aerT:
maxke 0e3 HOBHIX acquisition — MRR pacrtér. 3ToT 3bhdeKT
Has3wBaeTcs «land and expand». [JocTuraeTcsi yepe3 IIPaBUIbHYIO
expansion strategy.

Benchmark churn rates: Early stage SaaS (<$1M ARR): 8-10%
annual uame Bcero. Xopommuii: <5% annual. OTnuusbNl: <2%
annual. SMB focused: 10-15% annual (higher than enterprise).
Enterprise (>$50K ACV): 5-7% annual. Top-tier enterprise: <3%
annual. Monthly vs Annual: ecnmu Bamu KIMeHTH Ha annual
contracts — monthly churn = 0. Annual churn — mnpaBunbHas
MeTpPHKa AJIs TOOOBBIX KOHTPAKTOB.

Yro cumrath: Logo Churn (Customer Churn): % KimeHTOB
Kotoprle yuutu. Ecnu ymino 10 u3 100 — logo churn 10%. Revenue
Churn (MRR Churn): % revenue IIOTePSHHONW OT yIIeOIINX.
Baxnee ecnu clients pasnoro pasmepa. Net Revenue Retention
(NRR): (#mauamnpubii MRR — Churn MRR + Expansion MRR) /
Hauvanpueir MRR. Llenms: NRR > 100%. 3TO eOuHCTBEHHBIN
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ImoKa3zaTeJslb OT KOTOpOoro 3aBucHUT Series A eligibility.
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"JTABA 2

I10t|eMy Ha CaMOM AeJie yxoafaT KJIMEeHThbI

«[TpogyKT OBII CJIMIIKOM HOOPOTOH» — B3TO TO UYTO KJIMEHT
TOBOPUT. «He BUAen IIeHHOCTH KOTOpasi OIlpaBObIBajia Ol LEHY» —
9TO peanbHass OpUYMHA. [[OHATH HUCTUHHBIE TPUYUHBEI churn —
OCHOBA [IJISI €0 CHUKEHMUS.

MeTops! BeIIBNEeHUSA NpuduH: Exit Survey: KOpoTKui onpoc npu
cancellation. O6s3aTteneH. ITo3BomnsieT cobupats data at scale. Yero
OH He HaéT: rIIyOMHBI. Yero J0au TOBOPST VS YTO PeajbHO AyMaloT.
Churn Interview: 3BOHOK C KJIMEHTOM KOTOpHIN ymeéen. 20-30
MUHYT. «PaccKaxXuTe 4YTO ITPOMCXOOUIIO B TIIOCJIEHHUE HeOenu
rnepeq OoTMeHOU». OTOo maéT peanbHble insights. Ilemb: 5+ churn
interviews B Mecsi. Product Analytics: mocMoTpuTe 4TO Hmenanu
churned clients vs retained. Micrions3oBanu 1 Kimo4deBwie features?
Kaxk wacto 3axonunu? Korma nmocnemuuit pas? Yarmie Bcero churned
clients moOKa3BIBAlOT IIATTEPH CHUXKEHUS AaKTUBHOCTH 3a 2-4
Hepmenu o cancellation.

Hacrositime npuumabl churn (He To 4To roBopsT): Lack of value
realization: kmueHT He pocTtur promised outcome. He Harra
ommOKa YTO OHHM He HCIIOJIh30BalM MMPOOYKT — Hallla olmmOKa 4TO
oHU He pocturnm value. Poor onboarding: nepsrle 2 Hegenmu —
KpuTHueckuii mepuopn. Ecnmu B mepBeie 2 Hemenu He OBIIO «aha
moment» — retention mamaeT kKatacTtpoduyecku. Product-market
fit mismatch: me1 mpomanu He ToMy KiumeHTy. Ero jobs-to-be-done
He COBIIafaloT C TeM UYTO HAlll HPOOYKT [ejlaeT JIydllle BCETO.
Competitor: mnepekmooYunuck Ha KOHKypeHTa. BaXHO 3HaTh
nmoueMy (price? Feature? Support?). Company situation:
OIOMXXeTHBEIEe COKpallleHusI, merger, IHBOT Ou3Heca. ITO BHe
Haiero control.

Churn prediction signals: cauxkenue login frequency. CHuxenue
feature usage. Support ticket increase (frustration). Non-renewal
conversations HaA4YWHAITCA paHbIIe OOBIYHOTO. Key
contact/champion ymén u3 komnaunuu. Company layoffs (LinkedIn
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signals). Missed QBR (Quarterly Business Review). 9Ty curHamsl =
early warning. Customer Success OoJiKeH pearupoBaTh OO
cancellation.
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"JIABA 3

Onboarding kak nepBasa nmHua retention

Jlyummii MOMEHT IJis IIpefoTBpalleHuss churn — OHOOPOWHT.
KnueHT KOTOpBIM mocTur «aha moment» B mepBele 7 OHEH HMEET
3HaAYUTEbHO Oonee BrICOKHUM 12-month retention.

Time-to-Value (TTV) optimization: ompemenute 4YTO SBISETCS
«key value moment» [yisg Balllero OpPoOyKTa. JTO KOHKPETHOE
melcTBUE KOTOpoe moka3kwiBaeT value. Slack: mepsrie 2,000
messages sent in a team. Dropbox: 3arpy3ka nepsoro ¢aiina. Ber:
4TO 3TO AN Bamero npopykra? Uamepsite TTV: cpemHee BpeMs
ot signup go key value moment. YMeHbIIaiTe ero: youpauTe Imaru
KOTOpPHIE He BeOyT HanpsaMylo K value. Guided setup wizard BmecTo
blank canvas. Pre-populated demo data. Guided mepBhIe melCcTBUS.

Onboarding sequence: Jleabr 0: welcome email. OcHoBaTens,
JIMYHBIN TOH. UTO oXupmaTh B IIepBele 7 gHel. Ccrlka Ha quickstart
guide. Henp 1: «Kak coenaTtes X 3a 10 MuHYT» (CaMbIfl [IeHHBIN UusSe
case). Bupmeo-ra#im eciu Bo3MoxkKHO. [eHb 3: ecnu He completedi
key action — proactive uek-un. «Brl 3acTpsanu? Ilomory». [eHb 7:
«Jocturnm nu BBl [KOHKpPETHBIN outcome]?» Sharing success story.
[Tpurnmamenve Ha Q&A call. eur 14: NPS survey. «Ilo mkarne
0-10, HaAcKOJILKO BEPOSITHO BHI IOpPeKoMeHAyeTe Hac?» Follow-up
Ha detractors (0-6) HeMeOJIeHHO.

In-app onboarding: product tour (Pendo, Appcues, Intercom) —
IoKa3blBaeT I'me 4uTo HaxopuTcs. Tooltips Ha kmioueBwix features.
Progress bar onboarding checklist (jiomu XOTST 3aBepIIUTh
cunucok). Empty states ¢ clear CTA BMecTo IIycTOoro 3KpaHa.
Contextual help B Hy>XKHBIII MOMEHT.

Onboarding call: gnas B2B ¢ ACV $5,000+: onboarding call
o6si3aTened. 45-60 wMuHYT. 3amada: yOeOuTbCS UTO KIHEHT
HacTpoeH, moHuMaeT product, mMmeeT plan OOCTUKEHHSI IIEPBOTO
outcome. Customer Success Manager (CSM) Begét. Outcome from
call: KOHKPETHBIN CIEAYIOUIUH IITar COTJIAaCOBAHHLIN C KIIMEHTOM.
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JIABA 4

Customer Success Kak proactive
retention engine

Customer Support = peaKTuUBHBIN (KIHMEHT JKalIyeTCAd — MbI
pearupyeM). Customer Success = TpPOaKTUBHHIU (MbI MOHUTOPUM,
BUJIMM PUCK, pearupyeM A0 KajoOnr).

Customer Success Manager (CSM) model: CSM — BhHIIEI€HHBIN
4eJIOBEK OTBETCTBEHHBIM 3a retention u expansion rpynns
accounts. Korma HanuMaTh: nepsbiti CSM npu $1M ARR unu npu
50+ active accounts. Ratio: ogma CSM Ha 30-50 enterprise
accounts mimm 100-200 SMB. CS-qualified leads: CSM BeIsIBIsSIET
expansion opportunities.

Health Score: yucneHHBIN ITOKa3aTenb «3[OPOBbSI» aKKayHTa.
KommnounenThl: Login frequency (Bec 25%). Feature adoption (Bec
25%). Support tickets — negative (Bec 15%). NPS score (Bec 20%).
Contract length remaining (Bex 15%). ABTOMaTH4YeCKU
paccuuthiBaeTcs B: Gainsight (enterprise, $30K+/rom). ChurnZero
($15K+/rom). Totango ($15K+/rom). Mixpanel + internal
calculation (DIY gna craprtanoB). LIBeToBoe kKomupoBaHue: Green
(70-100): 3moposeiii. Yellow (40-70): at-risk, Hy2ken check-in. Red
(<40): high churn risk, HemenneunHoe EBR.

Executive Business Review (EBR): quarterly review ¢ KnueHTOM.
Agenda: pe3ybTaThl KOTOPHIX HOCTUTJIM C HAIIUM IponykToM. ROI
calculation (KOHKpEeTHEBIE u@PEHI). Upcoming roadmap
peneBaHTHBIN UM. O6CcyxkaeHue renewal/expansion. [Imst enterprise
accounts: EBR — nyurast retention npaktuka. IToka3riBaeT value.
Ykpemnnset orHowmeHusd. [JaéT early renewal signal.

Proactive outreach triggers: Health score mapmaer — CSM
email/call. Key feature me ucnomnslyetrcs 2 Hegenu — educational
email. Upcoming renewal 90 pgHe#i — HauyHuTe renewal
conversation. Champion/contact ymén mu3 kommaHum — identify
new champion. Usage spike (positive) — congratulate, opportunity
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for case study/upsell. Company milestone (funding, new product) —
congratulate, opportunity for expansion.

Scaled CS (gms High-Volume, Low-ACV): human CSM
HepeHTabesneH ans $100/mMec KnMueHTOB. MacmTabupoBaHue Yepes:
in-app nudges automated. Email sequences triggered by health
score. Community (users help users). Webinars (group training).
Self-serve knowledge base. Only ramp up human touch when
health score is red.
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JIABA 5

CHM>XeHue churn: TaKTUKu KoTopble
paboTailoT

KoHKpeTHBIE TaKTHKH C peanbHBIM 3¢dekToM Ha churn. Bce
mpoBepeHH B production B2B SaaS.

Annual contracts: nmepeBoguTe knueHTOB ¢ monthly Ha annual
billing. Annual churn = 3HauuTenpHO HuUxe monthly churn.
[TpuunHa: renewal decision mpomcxoguT pa3 B IO, HE KaXKObIA
Mmecsan. Taktuka: npu onboarding mpepmarate annual ¢ 15-20%
ckunkoi. Ilpu 90-mueBHOM renewal: offer «lock in this price for
another year». Result: Amplitude, Notion, Segment — Bce aKTUBHO
TOJIKAIOT K annual.

Feature adoption programs: KJHeHTH KOTOpPhEIE HCIONIB3YIOT 3+
key features churned B 3x MenHblne yeM KiaumeHTHI ¢ 1 feature.
Taktuka: mocse onboarding track feature adoption. 30 gHeli: ecnu
He ucnonb3yioT Feature B — targeted email «Bbl 3HaeTe 4TO Teneps
MOXKeTe pmemnaTh X?». 60 mHel: ecnm He mcnonb3yioT Feature C —
one-on-one MpoJeMOHCTPUPYUTE.

Win-back campaigns: pa6otator! 20-30% churned xnueHTOB
MOXKHO BepHYyTb. TakTuka: udepe3 30 pHe#l mocie cancellation:
nepcoHanbHeii email or CEO. «Mbl crtamu mydmre. Botr 4To
uaMenusiocb». Offer: 2 wmecsma OecmimaTHO [OJIsE  BO3Bparta.
CermenTtupyiite: churned by budget reason — special pricing.
Churned by product reason — target um ynydllleHHS B 3TOHU
o6macTu.

Dunning (failed payments): payment failure # intentional churn.
20-40% involuntary churn cBsizaH c failed payments (expired card,
insufficient funds). Taktumka: Smart dunning: automatic retry B
onTtuManbHble OHU. Proactive email 30 gHelt mo expiration: «Baima
KapTa uctekaeT. OOHOBUTEe UTOOHI He IIpephIBaTh CepBuC». Multiple
payment methods: npepnoxure backup payment method. Grace
period: 7-14 pueli mnocne payment failure mepen suspension.
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Recovery rate mocne smart dunning: 40-60% involuntary churn
MOZKHO MTPEeIOTBPATUTh.

Feedback loop B product: co3maiiTe cuctemy rge churn reasons
- product backlog. Ecniu 10+ KJIMEHTOB YyIIJIO M3-3a OTCYTCTBUS
Feature X — 3to P1 B roadmap. Ecnmu 10+ ymmo m3-za UX B
ompenenénHon obnactu — UX redesign priority. Churn pmomken
nHpopmupoBaTh product, a He OBITH TONMBKO sales/CS npobnieMoii.

Makcmm CtenaHeHko - Churn n Retention: noYyeMy KIMeHTbl yXOAAT U Kak X yAep>XaTb 11



Y10 panbLue

Cnacu6o, uto npouutanu «Churn u Retention: mouemy KImeHTH
VXOIOSAT U KaK UX YOepXKaThb».

O6HoBneHus 3ToM KHurH, ¢atinei EPUB u PDF u Bce rammw
cepuu — Ha CTpaHuIle KHUru: guides.mmix.biz/churn-retention

Ecnmu HyXHa IOMOIIbL CHEIHanucToB 1o TeMe «CRMiUS»:
CRMiUS — crmius.com.

Makcum CrenaHeHko, Innova Publishing.
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