
‘LET’S TALK

RETENTION’

Build loyalty

Increase lifetime value

Create advocates

Amplify your reach

Triumph over competitors



This is particularly relevant in the financial services sector, where the significant

‘switching economy’ continues to impact businesses. With more clients exploring

their options and not only switching providers but also their advisors (often due to

service quality or communication as opposed to advice given), many firms are

investing heavily in attracting and winning over these these dissatisfied clients.

While price will always be a factor for some, keeping your existing customers

happy and loyal is often a cost-effective solution.  

We’re all in the business of both acquiring new customers whilst keeping current

ones for as long as possible. But, how about switching it and cultivating client

advocates before prospects? This way, you have tangible proof of your ability from

trusted voices, creating a stronger foundation of credibility for new prospects. This

is a slightly longer approach, but it creates a cycle where satisfied clients naturally

become advocates – see image overleaf.

However, before this, we must think ‘inside out’. True engagement starts internally.

If our colleagues aren’t on board, no one else will be. They are the driving force

behind results and when they’re inspired, our stage is set for success. 
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Did you know improving client retention by just 5% can boost your profit margins by

a minimum of 25% and even up to 95%?¹ And, with 80% of future revenue coming from

just 20% of current clients, focusing on retention is not just smart; it’s essential!

¹https://www.bain.com/insights/retaining-customers-is-the-real-challenge

Building from within
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By building on your existing client relationships, you’re not just ticking the box for

regulatory requirements – you’re building trust, inspiring loyalty and creating

advocates who’ll do your marketing for you! 

People don’t just want a good customer experience – they expect it. And they don’t

just want you to go the extra mile – they’re looking for exceptional and even

remarkable, and not just on one occasion. For the next generation of Millennials and

Gen Z, this level of excellence isn’t optional – it’s the baseline for earning your trust

and loyalty.
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Here’s some ideas on how you can improve retention:

Engage Employees: Create a positive, inclusive and value-driven company

culture where employees are motivated to deliver exceptional customer

experiences and lead by example. 

Personalise the Experience: Leverage customer data to understand preferences,

behaviours and past interactions to offer customised recommendations.

Proactive Action: Strengthen onboarding, map client journeys and engage at key

moments over and above life events. For example, market volatility, tax and

regulatory changes and interest rate hikes.  

Enhance Communications: Keep it clear, timely and valuable. Encourage cross-

departmental collaboration to break down silos. 

Pre-empt Service Issues: Remember customer service is only needed when

customer experience has failed.

Every interaction your client has with your firm is a customer experience opportunity

so make sure each one counts. 

Steps to improve client retention

Map Client Journeys

Personalised Service

Strengthen Onboarding
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Next Steps: Get in touch today to book a free discovery call 

and, if you’d like, a free high-level audit of your marketing approach

 – we promise absolutely no sales pitch- 

 

How we can help: 

As a full-service boutique marketing agency with decades of experience in financial

services, we get the complexities and challenges unique to your industry. With our

personal approach, we’re here to offer:

A free, in-depth consultation to get a full understanding of you and your

business, your specific pain points and business goals.

Tailored retention strategies built just for you (no off-the-shelf/cookie cut

solutions here).

End-to-end senior level support – from planning to implementation.

Innovative, creative solutions that make a real impact and meet regulations.

How we help

Tailored 

Strategies

Innovative

Solutions

In-Depth

Consultations

Senior-Level

Support

01223 782535 hello@wearemw.co.uk wearemw.co.uk
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