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Did you know that 
increasing customer retention 

by just 5% 
can lead to a 

profit boost of up to 95%?

(Harvard Business Review)



CRM + Marketing Automation



The Customer Lifecycle

A framework that represents each stage a buyer will 

go through on their path to purchase and beyond 
— from initial awareness all the way to being a loyal customer.



Customer Lifecycle Management (CLM)

Consists of tracking, managing, and optimising each stage 
of the client lifecycle to create more loyal customers.
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77% of customers will recommend a brand after 
having a positive customer experience (CX).



92% of buyers trust good reviews from their friends 
and family over advertising.



“Loyal customers are five times more likely to repurchase 
from a business, seven times more likely to forgive a 
business that makes a mistake, and nearly nine times as 
likely to try their new product offering.”



CHANGE

I tell you
this is only a capitalist world

only fools think that
clients are irreplaceable
I would like to say that

loyal clients are all trouble
I just won't admit that

a valuable and loyal client is within reach
when my audience is shattered



When my audience is shattered
a valuable and loyal client is within reach.

I just won't admit that
loyal clients are all trouble.

I would like to say that
clients are irreplaceable.

Only fools think that
this is only a capitalist world.

I tell you

CHANGE



Loyalty

Acquisition

Awareness

Enjoy the ride!



Enjoy the ride!

















Map

Identify and understand your 
target audience and channels

Understand and outline 
the customer journey

Evaluate, learn, 
adjust and improve

Manage Master



This stage represents culmination of your success from 
all the previous stages; it can’t be attained if the other 
stages don’t work well.

Loyal customers are those who have a strong 
relationship with you and share how much they love 
your product or service with their friends. Managing 
this stage involves providing ongoing value, support, 
and exceptional experiences.

Loyalty



Loyalty
Strategies:

Offer personalised rewards or incentives to loyal 
customers.

Build a customer community.

Continuous education and training.

Metrics to measure success:

Referral rate.

Advocacy & Ambassadors.

Customer engagement.

Customer lifetime value (CLV).



Customer retention refers to a company's or 
product's ability to retain customers over 
time.

Retention



Retention

Strategies:

Educate and train.

Offer great support.

Knowledgebase and FAQ’s.

Ask for customer feedback.

Communicate.

Metrics to measure success:

Churn rate.

NPS and Customer Satisfaction.

Retention rate.



Customers are willing to commit and become 
(paying) customers, members, clients, users, 
subscribers or visitors and the relationship has 
been officially started.  

Conversion



Conversion

Strategies:

Optimise your site.

Provide information – both to customer and internally.

Use your collected data to automate actions.

Be proactive, personal and relevant.

Metrics to measure success:

Sales revenue.

Close rate.

Average deal size.

Customer acquisition cost.

Time to close.



The first step in considering a conversion. your prospect 
will begin to evaluate if your company’s solutions are 
right for them. A visit to the website, a phone call, a 
chat, an email, a knock on the door, a visit at the 
entrance – the acquisition stage has been entered.

Acquisition



Acquisition Strategies:

Provide gated and not gated self-service resources.

Analyse and optimise your site.

Create targeting nurturing campaigns.

Demos or consultations.

Metrics to measure success:

Form conversion rates.

Cost per lead.

Quality of leads.



This is when you get through to and reach your 
potential customers and they start showing interest in 
your brand, products and services. The potential 
customer now know of you and is aware of your 
business. 

Awareness 



Strategies:

Be present!

Share knowledge – use content marketing!

Networking – invite and join in!

Use targeted advertising!

Metrics to measure success:

Website traffic.

Social Media engagement.

Impressions.

Referral sources.

Awareness



Customer lifecycle stages

5. Loyalty

4. Retention

3. Conversion

2. Acquisition

1. Awareness



Map Manage Master

Collect and use customer data

Personalise the experience

Continuously 
fine-tune

Measure & 
learn





+5x
Higher open rate

+15x
Higher click-through rates

+4x
Revenue/Sales

Source: Annuitas Group, Gartner

Automated emails out-perform bulk emails



Building strong customer relationships

CLM

CRM
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