The Retention Engine

Operationalizing customer voice into
long-term loyalty and growth.

Insights from Mayuresh Shilotri



Sales Data Shows the Past.

Feedback Anticipates the Future.

Quantitative Data

Qualitative Feedback
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Tells you exactly what is happening. Tells you why it's happening and what's next.
Captures existing sales data and historical market research. Uncovers specific desires, preferences, and pain points before
they become mainstream.
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Predictive Power in Action:
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Restaurant Trend: Catching demand for
healthier/vegetarian menus early.

Retail Trend: Spotting the pivot toward (ﬁﬁ}
sustainable, eco-friendly products before the @ % (9

broader market shifts.
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The Three Pillars of
Feedback ROI

Customer Retention
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Understanding Enhancing CX Cultivating
Needs Loyalty
Identify and eliminate

Uncover hidden desires operational friction. Create emotional

and pain points. | | connections. Turn
Anticipate shifts in Example: Streamlining transactional buyers
consumer behavior checkout processes into brand advocates

over time. based on reports of long who promote via

wait times. word-of-mouth.
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The Continuous
Feedback Loop

— 1. Gather -
& Analyze
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The Signal

4. Measure
Impact
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3. Implement & 2. Prioritize

Communicate
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Feedback is not a one-off survey. Itis a

continuous, self-reinforcing operational system.

¢
fls

& NotebookLM



Gathering the Signal:
Feedback Channel Matrix
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Channel Data Type Methodology Core Value

Thoughtfully designed,

Qualitative & . Captures the nuances of
Surveys g open-ended to avoid : .
Quantitative survey fatigue. customer sentiment directly.
Social Media Real-Time Public Monitored via sentiment ig:ﬁ’ﬁfeizspgﬂ: dpter;iedps“:r?éj
& Reviews Sentiment analysis software at scale. common themes rapidly.
L
llluminates overlooked friction.

Front-Line Internal Operational Empowering staff to share Example: Hotel staff identifying
Employees Insight unique observations. room cleanliness or amenity issues |,

based on guest comments.
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Filtering the Noise:
The Prioritization Funnel

Raw Feedback Frequency Business Impact Actionable
Data (Is this an isolated incident or (Does this affect significant Improvements
_ raised by multiple customers?) aspects of the business?) 5
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Operationalizing the Filter: If numerous customers report difficulties navigating an e-commerce
website, prioritizing a complete website redesign supersedes minor, isolated feature requests.
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Closing the Loop to
Build Advocacy

Customer feels
ownership and
becomes a vocal
brand advocate.
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Customer gives
feedback.

Company
communicates

the change back
to the customer.

Company makes a
tangible change.

Collaborative
Relationships in Action

The My Starbucks Idea
platform. By allowing
customers to submit
suggestions, vote on
ideas, and transparently
seeing those ideas
implemented, Starbucks
fostered immense
emotional investment and
community trust.
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Measuring the Impact of Listening

Net Promoter Score (NPS) Customer Satisfaction (CSAT) Customer Effort Score (CES)

Before Feedback Implementation After Feedback Implementation

« Stagnant repeat purchases
+ Baseline churn rate * Increased repeat pLIFChB.SES

» Reduced churn rate

Retention validation requires analyzing behavioral shifts
post-implementation, not just survey scores.
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Sustaining the System Across
the Customer Journey

Pre-purchase inquiries Post-purchase surveys Ongoing engagement
(social media, loyalty programs)

Pre-Purchase Purchase Post-Purchase/Ongoing
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Culture of Continuous
Improvement

Scheduled Data
Reviews

Dedicated Monitoring
Teams

Staff specifically assigned to
monitor and route feedback
channels

Empowering teams to adapt swiftly
to changing market dynamics
based on customer input

Regular cadences to spot
emerging trends and recurring
Issues
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Listening is the Ultimate Differentiator
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Leveraging customer It is a strategic
feedback is not imperative that
merely an underpins successful
operational tactic. customer retention.
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In a saturated market, the ability to
continuously listen, analyze, and adapt is your
most formidable competitive advantage.
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