QUADRANT 2:
MODERATE RISK

QUADRANT 1:

ACTIVITY THRESHQ HIGH ENGAGEMENT

-E,Rﬂ 1CAL WARNING Zow

3
F‘[TRITIEIN RIS.I'{ =
N E-_Su;mm
\ ADECAY (-15%)

LSAC I- IF-?:II-

Customer
Telemetry:
The Diagnostic

Guide to Churn ﬁ

aUFPORT
TICKETS SPIKE

L I
Prevention e e
A proactive framework for ,f’/ /

g FEATURE
7 ¥ ABANDONMENT

identifying disengagement
signals before they become
permanent losses.

L -
_____LOGIN GAP
> 14 DAYS

QUADRANT 3:
CRITICAL LOSS

QUADRANT 4:
RECOVERY ZONE

& NotebookLM



ELEVATION: +5.2m

Unmet Needs & Preferences -

Failing to update product offerings
to match consumer trends.

RISK FACTOR: MEDIUM
IMPACT: CRITICAL

IMPACT: CRITICAL

Core Insight: } - y/

Reduced Interaction

Customers stop engaging
with social media, loyalty
programs, or websites.

RISK FACTOR: MEDIUM -

IMPACT: CRITICAL

"
M=~ Decreased engagement is rarely a S
= | standalone issue; it is a self-accelerating \
b | /

cycle that requires deliberate
operational intervention to break. \§

Let me know if you'd like me to
make any adjustments or if you
have another request!

Diminished Brand Relevance

Lack of interaction physically
degrades the brand's footprint
in the customer's mind, making
alternatives look better.
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The 3 Domains of Customer Telemetry

Zone 1: Behavioral Telemetry

(Tracking actions)
Includes: Declining Usage Frequency,
Sudden Preference Shifts.

Zone 2: Signal Telemetry

(Tracking communication)
Includes: Complaints & Negative Feedback,
Total Silence/Lack of Interaction.

Zone 3: Experience Telemetry

(Tracking environment)

Includes: Poor Customer Service,
Lack of Personalization,
Vulnerability to Competitive Offers.
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Period 1 Period 2 Period 3

Declining Usage & Purchasing
The Price-Value Disconnect

A drop in frequency—such as decreased purchases
following a price increase or subscription
cancellations—-signals a need to reassess
pricing strategy or inject perceived value.

Sudden Shifts in Preference
The Value Shift

Abrupt changes—-like a long-time buyer of organic

goods suddenly shifting to conventional items—
indicate shifting personal values, priorities,
broader societal trends towards sustainability.

or
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Signal Telemetry: The Vocal vs. Silent Threat

Active Disengagement (Vocal)

Passive Disengagement (Silent)

Symptom: Complaints & negative public Complete lack of communication or
feedback. interaction.

Customer Frustrated, but still cares enough | Indifferent, neglected, and

Mindset: to demand a fix (e.g., reporting disconnected.
long wait times).

Visibility: High (Creates immediate PR Low (Goes entirely unnoticed without

crises).

proactive telemetry).

Intervention:

Rapid operational fixes (e.g.,
adjusting staffing levels based on
specific feedback details).

Cultivate community through
personalized regular outreach and
rapid social media responses.
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Experience Telemetry: The Anatomy of Defection

Inconsistent Support

Unhelpful reps and long wait times create baseline
frustration that overshadows any product value. Requires
continuous staff training and post-interaction surveys.

Lack of Personalization

- Failing to leverage browsing behavior for bespoke
. recommendations or custom packaging leaves the
~ customer feeling unvalued.

Competitive Offers

The culmination of the first two failures. When loyalty is
degraded by poor support and generic messaging,
customers are easily lured away by rival discounts and
bundled deals.
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The Synthesis: From Reactive Mitigation to Proactive Personalization

S \
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; Tel= 2 Competitive
Discount

The most dangerous churn signal isn't anger—it's indifference.

Long-term loyalty cannot be sustained by simply purchasing history into tailored experiences (e.qg.,
slashing prices or matching competitor discounts. personalized product suggestion emails). Continuous
It is built by using data analytics to transform relevance is the ultimate barricade against attrition.
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The Telemetry Intervention Playbook

Correcting
Behavior Drops

@ Deploy focus groups &
surveys to uncover the
why behind data trends.

@ Reassess pricing
strategies and perceived
value thresholds.

Managing
Signals

© Treat negative reviews as
free operational audits,
not just nuisances.

© Prevent silent drift via
consistent, non-intrusive
community engagement.

Hardening the
Experience

@ Replace generic price-
slashing with exclusive
loyalty program perks.

@ Implement post-interaction

surveys to force
accountability in support.

@ Mandate personalized

marketing campaigns based

on past purchase history.
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