Predictive Analytics In
Customer Success

The Navigational Radar
for Proactive Retention

Harnessing historical data, statistical algorithms, and machine learning
to forecast behavior and engineer outcomes before they happen.
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The Paradlgm Shift: Escapmg the Reactive Trap
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The Predictive Engine: From Noise to Precision

The Personalization

Usage Patterns

Funnel Diagram

Demographics

Support

Interactions

Prolonged
Response Times

Targeted Intervention
- Preemptive bug fixes

Relevant Upsell

— Data-driven product
recommendations

Tailored Assistance

- Personalized onboarding
sessions

Predictive models don't just alert you; they map the exact right intervention
to the exact right user based on historical success.




Early Detection: The Churn Prevention Radar

Customer Health Score

Telecom example: v
Reduced usage volume
over time

| Predictive Interventioh

Winrr:low

- [dentify prolonged support
response times.

- Deploy personalized training

or exclusive discounts before the
cancellation threshold is reached.
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Anticipating Growth: Personalization & Upselling
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Data Signal: Frequent travel history Data Signal: Specific content viewing

identified. habits and past purchases.

Predictive Action: Route into a specific Predictive Action: Automated

marketing segment. recommendation of complementary

l products or premium add-ons.

Outcome: Exclusive deals on premium | Outcome: Increased conversion

services tailored to habits, driving deep : probability and incremental revenue

brand loyalty. | growth.
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Proactive Issue Resolution at Scale
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Macro Signals Predictive Identification Preemptive Solutions Optimization
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1. Detect Friction 2. Anticipate Volume 3. Preemptive Action 4. Operational Outcome
Data reveals a specific The system predicts a future Automatically deploy tailored Drastically reduced support
software feature frequently spike in complex support onboarding assistance, enhance volume, allowing teams to
leads to support inquiries, or tickets. documentation, or release focus on high-value,

users stall during onboarding. additional training resources. complex issues.
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Navigating Implementation Hurdles

>

Risk: Inaccurate or incomplete
historical data leads to flawed
predictions.

b

Risk: Integration struggles with
the existing technology stack
and workflows.

>

Risk: Teams lack the context or
capability to leverage the
insights.

Mitigation: Invest in robust data
management practices to ensure

structural accuracy before modeling.

Mitigation: Prioritize user-friendly
solutions featuring seamless
integration capabilities.

Mitigation: Deploy comprehensive
training programs to shift culture
from reactive to proactive.
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Selecting the Right Predictive Engine

Scalability

The infrastructure must
seamlessly grow alongside
your expanding operations

and customer base.

Ease of Use

Intuitive Ul requiring
minimal technical
overhead, accessible
across varied
departments.

Customization

Flexible algorithms and
tailored models that adapt
to your specific industry
nuances and objectives.

Robust Support

Dedicated provider
resources and partnership
to ensure ongoing
optimization and

successful implementation.
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Enterprise Validation: The Models in Action

Case 1: Salesforce &

Application: Integrating predictive
analytics directly into the Customer
360 platform.

Mechanism: Tracking customer

behavior across multiple touchpoints
to forecast needs.

Result: Drastically enhanced abllity to
deliver personalized experiences and
improved macro retention rates.

Proven
Results

Case 2: Netflix

e

Application: Deep analysis of viewer
preferences and historical
engagement metrics.

Mechanism: Algorithmic matching of

content to highly specific user
tastes.

Result: Rapid subscriber growth and
sustained reduction in churn.
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4. Successful OQutcomes 1. Real-Time Data Injection

Higher retention and upselling
success generate new historical
data, feeding back into Node 1to
make algorithms smarter.

Emerging technologies, real-time
analytics, and customer signals
enter the system.

/ Predictive analytics is
_$_ not a static tool: itis a 'EP_
continuously evolving
engine that makes the
entire organization more

intelligent with every
customer interaction.

3. Automated Personalization ' - 2. Early Detection Engine

Chatbots, automation, and
targeted human interventions
resolve issues before they are felt. 9

Advanced Al/ML instantly flags
risks and expansion opportunities.

i

— e —

m e eksook



