
 Data That Retains: Unlocking 
Customer Retention with Power BI

– Real-time insights for strategic decisions in Freight 
& Logistics 



Customer Retention Analysis

DEFINE

• High churn in 
South region (29 
lost of 58 
customers).

DIAGNOSE

• Analyzed CLV, 
CSAT, and cohort 
retention 
patterns.

DESIGN

• Power BI 
dashboard: 
customer 
segmentation 
(Champions, At-
Risk, Growth 
Potential, Low 
Value).

DELIVER

• Insights shared 
with Sales & Ops 
to guide 
retention 
campaigns.

DEPLOY

• Segmentation-
driven 
engagement 
playbooks; 

• Region/industry-
specific CSAT 
actions.

RESULT
✓ Identified Automotive as highest CLV, 
✓ Improved retention targeting, churn hotspots 

addressed.



Regional Churn vs Total Customers

Every region tells a story.
• The South region dominates 

customer count—but also shows 
the highest churn (29 lost 
customers out of 58).

• North and West? Minimal 
churn, strong retention.

• What’s working in the North 
and West—and how can we 
replicate it in high-churn areas?



CLV vs CSAT vs Revenue by Customer

High-value customers don’t just spend more—they feel more.
• Mapping Customer Lifetime Value (CLV) against Customer Satisfaction (CSAT) and 

Revenue gave us 4 key customer segments:
– Champions
– At Risk
– Growth Potential
– Low Value

• This lens helps laser-focus retention strategies. Keep the Champions, save the At Risk.



Customer Segmentation (CLV + CSAT)

Here's how the customer 
base splits:

– Champions (41%) – Loyal 
and profitable

– Growth Potential (34%) –
Happy, but not high 
spenders (yet!)

– At Risk (18%) – Critical to 
engage

– Low Value (7%) – Consider 
cost-to-serve

Actionable Insight: Custom 
engagement for each segment 
= smarter retention.



Cohort-Based Retention Analysis

Time reveals truth.
• From Jan to Oct 2023, 

the retention matrix 
shows an improving trend:

• Jan customers 
retained into later months

• Peak retention seen in 
months 13-16

Insight: Our onboarding 
or early lifecycle 
engagement seems strong—
let's double down on that!



Avg. CSAT by Region & Industry

Who’s happiest?

Regionally:
– West tops with 5.29 CSAT

– North lags behind at 4.07

By industry:
– Electronics leads

– Automotive & Pharma 
need attention

Targeted customer 
experience strategies by 
region/industry = improved 
retention.



Top 15 Customers by CLV

Your top customers = 
your growth engine.

• Meet the top 15 
customers, led by 
CUST0083 with ₹741K 
CLV

• What are we doing 
right with them?

Replicate their journey. 
Upsell. Reward loyalty.



CLV Breakdown by Region & Industry

Where does revenue 
truly come from?
• Regionally: East & 

South lead in CLV
• Industry-wise: 

Automotive customers 
have the highest CLV

• Align resource 
allocation and 
marketing budgets to 
where CLV is highest.



Let’s connect! 
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