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You Got ‘Em—Now Keep ‘Em
Strategies for Client Retention
In sales, it’s easy to get caught up in the 
quest for new business—at the expense 
of business we already have. Customer 
retention may not seem as glamorous as 
the thrill of making a great presentation 
to a prospect. But the reality is that 
reaching out to the customers you 
already have should be at the top of 
your priorities. Especially those you 
can’t afford to lose.

Why? Because it’s cheaper (and easier) 
to keep someone who already values you 
than to acquire new customers. It’s been 
estimated that luring new customers 
can cost five times as much as keeping 
your current customers happy, Your 
current customers are the foundation 
for your organization’s success, so it 
more than pays to make them a primary 
source for additional sales and referrals.  

Be a Partner
Those who find the greatest success 
realize the power is in being a partner, 
not an opportunist. Take, for example, 
an occupational health provider who 
reviewed some data and noted that 
their employer client was showing an 

increase in back injuries. Rather than 
pat themselves on the back for finding 
a situation that could be exploited for 
increased revenues, the salesperson 
called a meeting with the employer. 
There, they reviewed the data together 
and discussed what had changed at the 
company in recent months—including 
some new equipment that may be 
causing some of the injuries. 

To help control future injuries, the 
salesperson offered an ergonomic 
assessment and training for the 
employer’s staff. The gesture made the 
client happy and impressed her that the 
organization wanted to help solve the 
problem. 

One of the best things an organization 
can do to keep their customers coming 
back: to create a spirit that “we’re 
in this together.” Being a partner, 
not just a vendor, goes a long way in 
demonstrating your commitment to 
your client.

Value Over Price
It’s the job of the salesperson to learn 
what your customer needs so they can 
position your products and services 
to match their personal and business 
needs. After that’s done, it’s important 
to reassure the buyer of their wisdom 
by restating and delivering on the value 
proposition. 

“People buy for personal reasons,” we 
always say, “and justify the purchase 
for business/task reasons.” The idea is 
used by companies like Xerox, Wilson 
Learning and others who make the 
philosophy a focus of their program 
training. 

All organizations can sell their product 
or service by its features—otherwise 
known as the attributes or task 
functions—and, in most cases, their 
sales and marketing messages reflect 
this. Successful sales efforts, on the 
other hand, position their product or 
service by its value to the customer—
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• �Increasing sales through 
effective listening 

• Gatekeeper: friend or foe? 

• �Optimizing your sales 
database 

• Creating a powerful sales plan 

• �Managing the customer’s 
attitudes and objections 

• Sales compensation tips 

• Marketing on a limited budget 

• Selling your value internally 
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We’ve lived in your shoes and know the challenges of
health care sales programs today. That’s why we’re offering
an e-newsletter loaded with hands-on sales how to’s. 
CHG’s Sales Check-Up features practical information,
real-life scenarios and scripting to help you enhance your
sales effectiveness. 


