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In the competitive landscape of Software as a
Service (SaaS), customer loyalty is a critical
factor for sustainable growth. The recurring
revenue model of SaaS businesses relies
heavily on renewals and customer retention.
Let’s dive deep into why SaaS companies
should prioritise customer loyalty and the
strategies they can employ to secure renewals
through effective marketing and automation.

The Shift in Software Budgets

Historically, a substantial percentage of software budgets—around 95%—was
dedicated to renewals rather than new software acquisitions.

State of the SaaS Market, Q4 2023

The majority of SaaS budgets are spent on renewals
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While renewals still consume a large portion of
the budget, there's an increasing focus on
optimising these expenses. Recent data
indicates:

Cloud services are a major driver of IT budget
increases, with public cloud services expected
to grow by over 20% in 2024. This growth is
partly fueled by increased utilisation and price
hikes by cloud vendors (Splunk) (Tropic).

There is a notable surge in investments in
cybersecurity and Al technologies.
Approximately 80% of ClOs plan to increase
their cybersecurity spending in 2024,
addressing new security concerns and ensuring
the safety of their digital environments (Splunk).

While renewals remain critical, the approach to
them has become more strategic. Companies
are optimising their tech stacks and scrutinising
renewals to avoid unnecessary costs and
redundancies. Tools for SaaS management and
spend optimisation are increasingly employed
to maintain control over software expenses
(InformationWeek) (Bain).

The economic landscape has led to tighter
budgets and a need for more creative pricing
strategies. SaaS sellers are navigating this by
offering discounts and being flexible with
pricing to retain customers and avoid churn
(Tropic).
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https://www.splunk.com/en_us/blog/learn/it-tech-spending.html
https://www.tropicapp.io/blog/saas-buying-insights-h1-2023
https://www.splunk.com/en_us/blog/learn/it-tech-spending.html
https://www.informationweek.com/software-services/it-budgets-2024-reevaluating-tech-stacks
https://www.bain.com/insights/software-renewals-the-profit-engine-of-the-business-snap-chart/
https://www.tropicapp.io/blog/saas-buying-insights-h1-2023

Why Focus on
Customer Loyalty?

Acquiring new customers is
significantly more expensive than
retaining existing ones. According to
a report by Bain & Company,
increasing customer retention rates
by just 5% can increase profits by
25% 10 95%. This is due to the
reduced marketing and sales costs
associated with existing customers.

Loyal customers provide a predictable
revenue stream. Renewals are the
backbone of SaaS revenue, ensuring
steady cash flow and financial stability.
This predictability allows companies to
plan better and invest in growth
initiatives with confidence.

Satisfied, loyal customers are more
likely to become brand advocates,
promoting the product through word-
of-mouth and positive reviews, which
can be more persuasive than
traditional marketing. This organic
marketing can significantly boost
customer acquisition efforts without
additional costs.
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4. Higher Renewal Value:

The average spend on contract
renewals is often higher than new
purchases. Loyal customers tend to
expand their usage and adopt
additional features and services over
time, leading to higher contract values.
According to a report by Gartner,
renewal contracts often see a 20-30%
increase in value compared to initial
contracts, as customers gain more trust
in the product and invest further into its
ecosystem (InformationWeek) (Tropic).

The average spent on a contract renewal
is bigger than a new purchase
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Investing in customer success
teams to help clients achieve
their goals with the product can
significantly reduce churn and
increase satisfaction. Customer
success managers (CSMs) play a
pivotal role in this process. They
are tasked with understanding
customer needs, providing
training, and ensuring that
customers are using the product
to its full potential.

Creating customised success plans
for key customers can help in
aligning their goals with the
capabilities of the product. These
plans should outline specific
milestones and metrics to track
progress, ensuring that customers
see a clear path to achieving their
objectives.

According to a study by Gainsight,

companies with dedicated customer

success teams experience 34%

lower churn rates compared to those

without. By being proactive and

offering personalised support, CSMs

can identify potential issues before

they become reasons for customers

to leave.

Strategies to Secure Renewals

Proactive engagement
means reaching out to
customers before they
encounter problems. This can
be done through regular
check-ins, health checks,
and personalised outreach.
By monitoring usage patterns
and engagement levels,
CSMs can identify potential
issues early and address
them before they become
critical.

Providing customers with
access to educational
resources such as webinars,
tutorials, and knowledge
bases can empower them to
use the product more
effectively. This not only
improves their experience
but also increases their
likelihood of renewal.
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Frequent engagement with
customers to understand their
needs and challenges can foster
a stronger relationship.
Providing exceptional support
ensures customers feel valued
and heard. Regular check-ins
can be scheduled to review the
customer's progress, gather
feedback, and offer solutions to
any problems they might be
facing.

Schedule regular review
meetings with customers to
discuss their progress and any

challenges they might be facing.

Use these meetings to
showcase new features and
gather feedback on existing
ones.

Tailor your support interactions
to the specific needs of each
customer. This could involve
assigning a dedicated support
representative to high-value
accounts or providing
customised training sessions.

Foster a sense of community among
your customers by creating forums,
user groups, or events where they
can share experiences and best
practices. This not only enhances
their engagement but also provides
valuable insights into how your
product is being used in different
contexts.

A quote from Jason Lemkin
encapsulates this well:

"If your customers aren'’t using your
product, you have to fix that first. If
they aren’t using your product, they
won't renew”.

This highlights the importance of
staying connected with customers
and ensuring they are deriving
continuous value from your product.
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Continuously demonstrating the
value of your product through regular
updates, new features, and
showcasing how it addresses
customer pain points reinforces the
decision to renew. It's essential to
communicate these updates
effectively, ensuring customers are
aware of the improvements and how
they benefit them.

Share case studies and success
stories that highlight how other
customers are achieving their goals
with your product. This can inspire
confidence and demonstrate the
tangible benefits of your product.

Regularly inform customers
about new features and
improvements. Explain how
these updates can help them
achieve their goals more
efficiently. Providing detailed
release notes and hosting
webinars to showcase new
features can be very effective.

Clearly communicate the return
on investment (ROI) that
customers are getting from your
product. This can be done
through regular business
reviews, where you present
metrics and data that show the
impact of your product on their
business.

According to a report by
Totango, 80% of customers who
churned reported that they
didn’t see the value in the
product anymore. This
underscores the importance of
not only delivering value but also
ensuring that value is
communicated and recognised
by the customer.
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Marketing Automation
for Renewals

Marketing automation is a powerful tool
for managing customer renewals
effectively. Here’'s how SaaS companies
can leverage it:

Automated email campaigns can remind
customers of upcoming renewals,
highlight new features, and offer
incentives for early renewal. Email
templates can save time and ensure
consistency in communication. For
example:

o Example Template: "Hi [Customer
Name], your subscription is about to
expire. Renew now to continue
enjoying our [feature/benefit]. As a
valued customer, you'll receive
[discount/incentive] if you renew by
[date]."

According to a study by McKinsey,
personalised emails improve click-
through rates by 14% and conversion
rates by 10%. Personalisation can be as
simple as including the customer’'s name
or referencing their specific use of the
product.

SaaS Growth Hack: Increasing Revenue Through Customer Loyalty and Retention




Personalised Communication

Tailoring messages based on customer
behaviour and usage patterns can make
communication more relevant and
effective. For instance, customers who
heavily use a particular feature might
receive emails highlighting
enhancements to that feature.

Segmentation: Segment your customer
base based on usage patterns, industry,
and other relevant factors. This allows
you to send targeted messages that
resonate with specific segments of your
customer base.

Behavioural Triggers: Set up
behavioural triggers that automatically
send emails based on customer actions.
For example, if a customer hasn’'t logged
in for a certain period, send a re-
engagement email with tips and
incentives to return.

A report by HubSpot found that
personalised emails deliver six times
higher transaction rates compared to
non-personalised emails. This level of
personalisation helps in making the
customer feel understood and valued,
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Setting up drip campaigns to
educate customers on new
features, best practices, and case
studies keeps them engaged and
reminds them of the ongoing value
they receive. Drip campaigns can
be automated to send a series of
emails at set intervals, ensuring
continuous engagement.

Educational Series: Create a
series of educational emails that
guide customers through different
aspects of your product. This can
help them discover new features
and use cases that they might not
have been aware of.

Customer Journeys: Map out
customer journeys and create drip
campaigns that align with different
stages of the customer lifecycle.
For example, new customers might
receive onboarding emails, while
long-term customers receive tips
on advanced features.

Drip campaigns can result in 80%
more sales at 33% lower costs,
according to a study by Forrester.
These campaigns help in nurturing
the customer relationship,
providing consistent value over
time.
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Feedback Loops

Automating feedback requests to
understand customer satisfaction and
areas for improvement can provide
valuable insights. Acting on this feedback
to enhance the product and customer
experience shows customers that their
opinions matter and that you are
committed to continuous improvement.

Regular Surveys: Send regular surveys to
gather feedback on customer satisfaction,
feature requests, and pain points. Use this
feedback to make data-driven decisions
about product development and customer
support.

Net Promoter Score (NPS): Implement NPS
surveys to gauge customer loyalty and
identify promoters who can become brand
advocates. Follow up with detractors to
understand their issues and work on
improving their experience.

Actionable Insights: Analyse feedback to
identify common themes and areas for
improvement. Share these insights with
relevant teams and take action to address
customer concerns.

According to a survey by Zendesk, 52% of
customers believe companies need to take
action on their feedback. By closing the
feedback loop, companies can
demonstrate that they value customer
input and are dedicated to enhancing their
experience.

"The real cost of churn isn't the loss
of revenue, but the loss of growth.”
- Jason Lemkin

SaaS Growth Hack: Increasing Revenue Through Customer Loyalty and Retention



Marketing Templates for Renewal
Success

To secure renewals, SaaS companies can use a variety of email
templates that are tailored to different stages of the customer lifecycle
and their specific needs. Here are some types of email templates that
can be effective:

1. Renewal Reminder Email

Subject: Don't Miss Out! Renew Your Subscription
Body:

Hi ,

We hope you've enjoyed using over the past year!
Your subscription is set to expire on . To continue
enjoying uninterrupted access to all our features and benefits,
please renew your subscription before this date.

As a valued customer, you're eligible for a if you
renew by

Thank you for being a part of the community!
Best regards,

Customer Success Team
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2. Feature Update Email

Subject: Exciting New Features Just Released on
Body:

Hi ,
We're thrilled to announce several new features that we’ve added to
to help you

1.[Feature 1]: [Brief Description]
2.[Feature 2]: [Brief Description]
3.[Feature 3]: [Brief Description]

These updates are designed to make your experience even better
and provide more value to your business.

Explore the new features today and see how they can help you
achieve your goals!

Best,

Customer Success Team
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3. Usage Summary Email

Subject: Your Monthly Usage Summary
Body:
Hi ,

Here’s a quick summary of your usage of [Product Name] over the
past month:

o Feature 1:
o Feature 2:
o Feature 3:

We've noticed that you're getting great value from , and
we'd love to help you explore more ways to maximise your
experience.

Thank you for choosing
Best,

Customer Success Team
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4. Educational Content Email

Subject: Get the Most Out of : Tips and Tricks
Body:

Hi )
We want to ensure you're getting the most out of [Product Name].
Here are some tips and tricks to help you leverage all the powerful
features we offer:

o Tip1:
e Tip 2:
o Tip 3:

Additionally, check out our latest webinar on to learn more
about how you can use to its full potential.

Happy learning!
Best,

Customer Success Team
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5. Exclusive Offer Email

Subject: Special Renewal Offer Just for You!
Body:

Hi ,

As a thank you for being a loyal customer, we're excited to offer you
an exclusive discount on your upcoming renewal. Renew your
[Product Name] subscription before and get

Don’t miss out on this limited-time offer!

Thank you for your continued trust in

Best regards,

Customer Success Team
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6. Feedback Request Email

Subject: We Value Your Feedback on
Body:
Hi )

Your feedback is crucial to us. We would love to hear about your
experience with and how we can make it even better
for you.

Please take a few minutes to complete this short survey:

Thank you for helping us improve!

Best,

Customer Success Team
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7. Win-Back Email

Subject: We Miss You! Come Back to
Body:
Hi ,

We've noticed that you haven’t been using as much
lately.

We'd love to help you get back on track and see the full benefits of
our service.

If there’s anything we can assist you with or if you need a refresher on
any features, please don’t hesitate to reach out.

We’re here to help!
Best,

Customer Success Team
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8. Personalised Check-In Email

Subject: Let’'s Catch Up on Your Experience
Body:
Hi [

I

| hope you’re doing welll | wanted to check in personally to see how
everything is going with

Is there anything | can assist you with or any feedback you'd like to
share?

I'm here to help ensure you're getting the most out of our service.

Looking forward to hearing from you!

Best,

Customer Success Manager
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9. Anniversary Email

Subject: Celebrating One Year Together with
Body:
Hi ,

Happy anniversary! It's been a year since you joined the
family, and we want to thank you for your trust and support.

To celebrate, we're offering you an exclusive on

your upcoming renewal.

Here’s to many more successful years ahead!
Best,

Customer Success Team
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10. Customer Success Story Email

Subject: See How Achieved Success with

Body:
Hi

1

We wanted to share an inspiring success story from one of our
customers, , Who achieved
using

We believe you can achieve similar results and we’re here to help you
every step of the way.

Best,

Customer Success Team

Using these email templates can help SaaS companies effectively
communicate with their customers, encourage renewals, and
maintain strong relationships.
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