
Customer Retention & Nurture
Customer Retention & Nurture enables brands to 
proactively engage customers across key lifecycle 
moments, deepening relationships with high-value 
customers, converting high-intent “handraisers,” and 
preventing churn. By leveraging real-time behavioral 

signals, predictive intelligence, and cross-channel 
orchestration, brands can move from reactive campaigns 
to always-on lifecycle engagement, increasing retention, 
maximizing lifetime value, and accelerating conversion 
from intent to action.

HIGH-VALUE ENGAGEMENT, HANDRAISER CONVERSION, & CHURN PREVENTION

•	 High-value customers are treated the same as low-value segments

•	 High-intent signals like site visits, email clicks, and form fills are not acted on in real time

•	 Retention efforts rely on static campaigns instead of predictive, lifecycle-driven engagement

•	 Messaging is disconnected across channels, leading to inconsistent experiences without clear calls to action and messaging fatigue

•	 At-risk customers are identified too late or not at all

Brands lose revenue and customer value when:

Why Zeta for Customer Retention & Nurture

•	 Zeta Identity Graph: Recognize customers across devices and sessions 
so lifecycle journeys stay connected regardless of where or how the 
customer interacts.

•	 Zeta Enrichment: Enrich customer profiles with behavioral, lifestyle, 
and intent signals beyond your own first-party data to understand not 
just what customers did, but what they’re likely to do next. Associate 
sentimentality and shopping signals outside of the brand with your 
customer, allowing for a more relevant conversation. 

•	 AI-Native Predictive Modeling: Built-in models for churn risk, 
lifetime value, and purchase intent allow you to prioritize outreach and 
determine next best action without external tools or manual scoring.

•	 Real-Time Decisioning: Trigger engagement based on live customer 
behavior. When a handraiser browses a product multiple times or  
clicks a key CTA, Zeta acts immediately rather than waiting for the  
next batch send.

•	 Lifecycle Orchestration: Coordinate distinct journeys for churn-
risk customers (win-back and incentives), high-value customers (VIP 
treatment and exclusives), and handraisers (urgency-driven conversion), 
all from one platform.

•	 Closed-Loop Attribution: Tie every retention and nurture touchpoint 
to downstream churn reduction, repeat purchase rate, and incremental 
revenue so you can prove program impact.

Most platforms can send a win-back email. Zeta connects predictive intelligence, real-time behavioral signals, and cross-channel activation 
in one system, so you can identify at-risk customers before they churn, reward your best customers with differentiated experiences, and 
convert high-intent users the moment they raise their hand.

•	 Deepen engagement with high-value segments by delivering differentiated 
experiences like early access, exclusives, and loyalty perks that reward your most valuable 
customers. Prioritize these communications over general promotional streams

•	 Convert handraisers faster by acting on high-intent behaviors (product views, repeat 
visits, CTA clicks) with real-time follow-ups that recognize the customer’s brand activity 
and shorten the path to purchase

•	 Deliver lifecycle-based experiences across channels by aligning message, timing, and 
channel to each customer’s stage rather than sending static, one-size-fits-all campaigns

•	 Proactively identify and re-engage at-risk customers using predictive churn scoring 
and behavioral signals to intervene before customers lapse

•	 Improve efficiency through automation and predictive decisioning so your  
team focuses on strategy while the platform handles timing, channel selection,  
and personalization

Customer Retention & Nurture helps you protect 
revenue, deepen loyalty, and act on intent before it fades

REVENUE:  
Revenue per customer, upsell/cross-sell 

performance, reactivation rate,  
time to purchase

LOYALTY 
RCLV growth, churn rate reduction, 

retention rate

ENGAGEMENT 
Open rate, CTR, CTOR, cross-channel 

interaction rates

How to measure success:



A leading publisher increased revenue from previously unaddressable audiences with Zeta,  
driving a 21% lift on identity-enabled impressions.

SUCCESS STORY

Key Considerations

•	 Data readiness: Behavioral, transactional, and  
engagement data must be unified to power predictive  
models and lifecycle segmentation.

•	 Segmentation strategy: Clearly define high-value, high-
intent and at-risk audiences so each group receives a 
differentiated experience.

•	 Churn modeling: Predictive scoring improves timing  
and relevance of outreach. The earlier you identify risk,  
the more effective the intervention.

•	 Channel orchestration: Ensure all owned channels  
operate from the same orchestration tool to ensure 
connectivity and align channels to customer lifecycle  
stage. SMS works well for urgency-driven retention,  
while email is better for depth and education.

•	 Suppression logic: Avoid over-messaging and respect  
recent conversions. Once a customer re-engages or  
converts, stop the retention sequence.

•	 Personalization depth: Use affinity, intent, and lifecycle 
signals to personalize, not just demographics.

Data Requirements Required ZMP Tools

•	 Transaction and purchase history

•	 Engagement data (email, site, app behavior)

•	 Customer profile and identity data

•	 Predictive scores (churn risk, propensity, LTV)

•	 Real-time behavioral events (browse, clicks, 
conversions)

•	 Audience Explorer

•	 Experience Builder

•	 Campaign Builder

•	 Zeta Identity and Data Cloud

•	 Insights Studio
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QUESTIONS? 
Reach out to your Zeta Client Success Team to get started.

Define lifecycle segments 
(churn-risk, high-value, handraisers)

Create personalized 
campaigns and content 

•	 Building Email Campaigns

•	 Broadcast Campaigns

Set up automated journeys  
and real-time triggers 

•	 Creating Experiences

•	 Experience Builder Overview

Build dynamic audience segments 
using predictive scores and Data Cloud signals to define churn-risk, 
high-value, and handraiser audiences 

•	 Building Audience Segments 

•	 Segments & Lists

Measure and  

optimize retention, 
CLV, and conversion in 
Insights Studio

Getting started with Customer Retention & Nurture
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https://knowledgebase.zetaglobal.com/kb/how-do-i-create-and-launch-a-single-version-email-
https://knowledgebase.zetaglobal.com/kb/broadcast-campaigns
https://knowledgebase.zetaglobal.com/kb/how-can-i-create-and-deliver-the-ultimate-experien
https://knowledgebase.zetaglobal.com/kb/experience-builder-an-overview
https://knowledgebase.zetaglobal.com/kb/how-do-i-create-a-segment
https://knowledgebase.zetaglobal.com/kb/how-do-i-create-a-segment

