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The following article was written by BSI’s Business Development Manager and appeared in the 
Tennessee Society of Professional Engineers bi-monthly newsletter to members for the 
period of March/April 2004. 
 

WHY CUSTOMERS LEAVE 
 

“…a recent study suggests that about 70% of customers leave for reasons other than price, 
quality and delivery!” 
 
     Often businesses spend more time and effort gathering new customers than they do 
retaining their existing ones.  It is one of the most costly functions of doing business.  
Therefore, one of the most valuable tasks a company can perform is to make sure not to 
lose customers they have spent so much time, energy and money to acquire.  Many 
companies believe that issues like price and delivery are primary reasons for losing 
customers; however, a recent study shows that about 70% of customers leave for reasons 
other than price, quality and delivery!  Since it costs much less to keep existing customers 
instead of constantly replacing them, it just makes good business sense to do what it takes 
to keep them coming back. 
 
     If the majority of communications with customers occurs with sales or service people, 
customers may feel like they only hear from you when there is a problem or when you want 
to sell something.  Show that you value them for more than just revenue by asking for their 
candid opinion on your business.  Your customers have valuable insight into your products 
to be sure; however, the input they can provide regarding what it is like doing business with 
you may be more valuable than the quality of your product or the quality of customer 
service.  Find out what is really on your customers’ minds by giving them an avenue for 
expressing candid impressions of your business.  For ways of accessing candid feedback 
from your customers, contact John Marshall at Business Synergetics Intl. (615) 661-5757 
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