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Customer 
Continuity 

Management

� Policies and actions that develop 
loyalty ties increasing the customers’
satisfaction in their use of the service

Excellence in 
satisfaction

Barriers to change

Retention

Win back

Prevention

Therapy

Ordinary management of predicted and acknowledged customer losses

� Difficulties and encumbrances 
(emotional, social or financial) that a 
customer must overcome to change 
providers

Proactive

Reactive

� Design of a retention island
� Definition of reactive policies and 

actions

� Generation of a predictive model and 
abandonment alarms

� Definition of proactive policies and 
actions

Ordinary management of the customer life cycle
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