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Customer retention is not only a 
cost effective and profitable strat-
egy, but in today's business world 
it's necessary. This is especially 
true when you remember that 80% 
of your sales come from 20% of 
your customer and clients. With 
these statistics I am wondering why 
most marketing and sales cam-
paigns are designed for the new 
customer.  
Take for instance the wireless tele-
phone companies; if you sign a 
new contract you are given a large 
rebate or even a free cellular tele-
phone. If you are a current cus-
tomer you have the privilege of 
paying full price. Can someone 
please explain that methodology to 
me. With this type of promotion are 
we not just pushing current custom-
ers and clients to seek services 
elsewhere when their contract 
ends?  
Perhaps we need to rethink our 
marketing and sales strategies,  
after all many experts will tell you 
that it's five times more profitable to 
spend marketing and advertising 
dollars to retain current customers 

than it is to acquire new customers. 
In years past the importance of fo-
cusing on customer retention was 
not as important, stickiness came 
naturally. We shopped in our 
neighborhood shops and our cor-
ner grocery stores. We had a per-
sonal connection with our service 
providers and the thought of shop-
ping at another store would have 
never crossed our minds.  
That has all changed now. Our 
stores our larger, the majority of the 
sales personnel don't know that 
you even exist. Not to mention that 
now we have the convenience of 
the Internet and do a large portion 
of our shopping online, where you 
are known by your email address. 
As a result, customer loyalty has 
disappeared and large corporations 
and virtual storefronts are unable to 
ask the millions of disloyal custom-
ers what caused them to stray . 

However, there is a solution. So-
phisticated technology and data-
base equipment has made it possi-
ble for specialized firms to make 
attempts at customer retention 
through database marketing pro-
grams. Establishing a detailed cli-

ent database will allow these com-
panies to keep track of personal 
information and individual prefer-
ences of all their customers. This 
enables them to provide better ser-
vice and value. Just like the corner 
grocery store owner kept informa-
tion on 200 customers in his head, 
the large superstore can now keep 
track of 20,000 customers through 
its customer database. With effec-
tive implementation of customer 
databases, companies will be able 
to re-establish contact with custom-
ers, and will be able to work suc-
cessfully towards increasing cus-
tomer retention, repeat sales, and 
customer referrals.  

To achieve the objectives of the 
database and customer retention 
programs, the entire campaign 
should be designed and carried out 
with the customer in mind. The ex-
ercise will only be effective if the 
customer recognizes and associ-
ates some value with being part of 
your database. If they do not per-
ceive value in your program all of 
your communications, coupons, 
special offers, and newsletters will 
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will be discarded. Your customers 
have been inundated with meaning-
less "junk" mail and email spam, so 
embed your campaign with value.  
A few value-add strategies that you 
can use include:  
*Membership cards and programs 
that entitle your customers to special 
offers, discounts, or preferential treat-
ment.  
*Welcome, acknowledgement, sales 
recognition, thank you statements.  
*After sales satisfaction and com-
plaint inquiries and surveys.  
*Event oriented communications in 
which the customer is genuinely inter-
ested.  
*Enhanced and empowered cus-
tomer, after sales, and technical sup-
port.  
 
 

The Self -Employment Program  
 
The Self-Employment Program is a 
Service Canada program, which is 
available to Employment Insurance 
(EI) eligible persons legally entitled to 
work in Canada who reside in the 
Thompson-Nicola Regional District 
and Sun Country areas who wish to 
become self-employed. The program 
provides financial assistance, busi-
ness and management information to 
eligible applicants who want to start 
or purchase a business. 
Community Futures can help with: 
*Start-up assistance 
*In-depth training 
*Financial support available 
*One on one business consulting 

Applicant Requirements:  
 
* Must be unemployed  
* Must be referred by a Case Man-
ager/Referral Agency  
*Must have an Employment Insur-
ance benefit period established or 
whose benefit period has ended 
within the previous 36 months (also 
referred to as the 36 month reach-
back period), or has had a benefit pe-
riod established in the previous 60 
months and who was paid special 
benefits (Maternity or parental bene-
fits) during the benefit period 
*Subsequently withdrew from active 
participation in the labour force to 
care for new born or children placed 
in their care for the purpose of adop-
tion. 
*Must reside and operate business in 
the Thompson Country Region 
*Must be legally entitled to work in 
Canada 
*Must reside and operate your busi-
ness in the Thompson Country area. 
Must agree to work full time on your 
business concept and plan while you 
receive financial assistance (minimum 
of 35 hours per week) 
 
Program Benefits:  
 
Self-Employment benefits provide 
weekly financial support in the form of 
EI equivalent benefits, for a maximum 
period of 52 weeks while the appli-
cant develops their business.  This is 
in two 'stages', the first being the de-
velopment of the business concept 
and business plan stage for up to 10 

weeks, the second being the imple-
mentation stage of the business for 
the remaining weeks (up to a maxi-
mum of 52 weeks).   
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SE Business Analyst 
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(250) 314-2961 
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Fax: (250) 828-6861 
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