Measuring Client Retention
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"What Is it exactly that you want to know?”

a Projecting portfolio activity?
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Paul and Juana join in the middle of the

year. Juana pays her loan and leaves.



1 Jan 31 Dec

+ New Clients + 2



Begin Clients + New Clients = End Clients

Begin Clients

End Clients = New Clients
Retention =

Begin Clients

£nd Clients

Retention =
Begin Clients + New Clients



M

o

l

——

"Old” Forrrulz)
- New Clients

4-2 2
| |
) )
1000 1000
zzzzzzzzzzzzzzz = —oaee = -100%

Our forrnula=in-

+ New Clients

SO oo T T e

1000 -+ 2000

=

3000

e e

100 -+ 2000

SO oo T

2100



1 Jan 31 Dec

The formula distorts results if clients join and leave
within the measurement period.
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decision point”,

s Can things really be this easy? Unfortunately,



1 Jan 31 Dec

~ o>

-9 |._;) 222

=0 > 2



1 Jan




1 Jan 31 Dec

Wait! Paul is still on his first loan and has not had a chance to leave. He really
shouldn't be included in our retention formula! Nor, in fact, anyone else who did not
have a decision point during the measuring period, i.e., clients who start and end the
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— Clients on same loan
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Begin Clients + New Clients — Clients on same loan
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