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A cloud-based machine data analytics company was facing challenges with customer retention. Despite offering a powerful and

innovative product, they noticed that customers were not fully utilizing its features and were churning at a higher-than-desired rate.

The company recognized the need to improve customer engagement and product adoption to drive long-term success.

Results

The customer learning and development
program yielded significant improvements in
customer retention and engagement.
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The company saw a 15% decrease in
customer churn within the first six
months of implementing the program.
This indicates a significant improvement
in customer satisfaction and loyalty

70% of customers who completed the
program reported utilizing more
product features than before. This led
to a 20% increase in overall product
usage across the customer base.

The average CLTV increased by 25%
due to the combined effect of reduced
churn and improved product
adoption.

The company's Net Promoter Score
(NPS) increased by 10 points, with more
customers actively recommending the
product to their peers.
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Inspired by the Gartner study, "Create Customer Learning Paths to Unlock
Digital Sales," the company partnered with Check-n-Click to develop a
comprehensive customer learning and development program. The program
aimed to empower customers to effectively leverage the product's capabilities
and achieve their desired outcomes, thereby increasing satisfaction and loyalty.

KEY ELEMENTS \%

( Personalized Learning Paths

Check-n-Click designed customized learning journeys based on
individual customer roles, needs, and goals.

@ Multi-format Content Delivery

The program offered a variety of learning formats, including self-paced
elLearning courses, instructor-led training (ILT), microlearning videos,
and interactive tutorials.

@ Accessible Learning Platform

All training materials were made available on a user-friendly online
platform, accessible anytime, anywhere, and on any device.

@ Engagement and Community Building

Discussion forums, Q&A sessions, and peer-to-peer learning
opportunities were integrated to foster a sense of community and
encourage active participation.

@ Continuous Improvement

The program incorporated ongoing measurement and tracking of
key metrics, such as course completion rates, user engagement, and
customer feedback, to ensure continuous improvement and optimization.

These results demonstrate the effectiveness of the customer learning and development program in driving customer retention,
engagement, and business growth.

CONCLUSION
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By investing in a comprehensive customer learning and development program, the machine data analytics company was able to

successfully address its customer retention challenges. The program, grounded in the principles of the Gartner study, empowered

customers to achieve greater value from the product, leading to increased satisfaction, loyalty, and long-term business success.



