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“Customer acquisition costs is the number one issue.”
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“Companies focus on acquisition more than customer retention, even 
though it can cost 7x more to acquire new customers.”1

1. https://neilpatel.com/blog/retaining-customers/ 
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THE PROBLEM

Customer Retention

CUSTOMER ACQUISITION

CHURN
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“An increase in retention of just 5% can lead to an increase of 
profits by 75%.”1

1. http://www2.bain.com/Images/Benelux_Results_Anticipating_light_end_tunnel.pdf
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1. https://blog.popcornmetrics.com/5-customer-retention-strategies-to-increase-growth-now/

“Before you can improve your customer retention you need to know 
where you are today - and that means you need a way to measure 

your retention.”1
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Cohort

Cohort Analysis
Analyzing the behavior of a group of people who share a 

common characteristic over a certain period of time

A cohort is a group of people who share a 
common characteristic
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“The cohort report is the single best tool for analyzing how customer 
behavior shifts over time.”—Hiten Shah1

1. https://blog.popcornmetrics.com/5-customer-retention-strategies-to-increase-growth-now/
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Not all customers should be analyzed equally!
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DEMO
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Retention Rate
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Publishing Retention Rate
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Campaign Stickiness
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Media Campaign Stickiness
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App Version
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Retail Product Launch
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Time Between Events
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Year-over-Year Retention
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Restaurant YoY Retention
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Restaurant YoY Retention

Icons made by Freepik from www.flaticon.com

%3cdiv%3eIcons%20made%20by%20%3ca%20href=%22https:/www.freepik.com/%22%20title=%22Freepik%22%3eFreepik%3c/a%3e%20from%20%3ca%20href=%22https:/www.flaticon.com/%22%20%20%20%20%20title=%22Flaticon%22%3ewww.flaticon.com%3c/a%3e%20is%20licensed%20by%20%3ca%20href=%22http:/creativecommons.org/licenses/by/3.0/%22%20%20%20%20%20title=%22Creative%20Commons%20BY%203.0%22%20target=%22_blank%22%3eCC%203.0%20BY%3c/a%3e%3c/div%3e
http://www.flaticon.com/


© 2019 Adobe.  All Rights Reserved.  Adobe Confidential.

Use Case #9

59

Restaurant YoY Retention
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User Drop-Off
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Media User Drop-Off
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Media User Drop-Off
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Media User Drop-Off
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Media User Drop-Off
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One Last Thing



© 2019 Adobe.  All Rights Reserved.  Adobe Confidential.

Customer Journey

JOURNEY IQ

Journey IQ is a new set of customer journey measurement features that help you understand how customers move 
from unknown to known and from channel to channel, including online and offline channels.

Journey IQ includes existing capabilities such as context-aware sessions, fallout and flow analysis, and enhanced 
cohorts. 

Cohort should be the first step in your analysis of customer journeys. 
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Takeaways

Customer Retention Cohort Analysis Overview Cohort Analysis Use Cases
Customer Retention is critical to 
long-term success:
• Retaining customers is 7x 

cheaper than acquiring new 
ones

• A 5% increase in retention 
can lead to a 75% increase 
in profits

Cohort Analysis has great new 
features for analyzing your 
customer behavior:
• Complex Inclusion/Return 

Criteria
• Churn Analysis
• Rolling Calculation
• Latency Tables
• Custom Dimensions

Cohort Analysis provides 
support for great new use cases:
• App Version Adoption
• Campaign Stickiness
• Product Launch Tracking
• Loyal User Stickiness
• YoY Retention
• Feature Influence
• Time Between Events
• Customer Journey Analysis
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