SOLUTION BRIEF

Win Back

Lost Customers

Turn Win-Backs Into Your Next
Revenue Engine

Losing a customer isn’t always the end of the story. But most teams either move on too quickly—or reach back
with messages that sound defensive, desperate, or indistinguishable from what the customer already has. To
win customers back, you need a different kind of conversation: one that acknowledges the past, respects their
decision, and gives them a compelling reason to reconsider.

Your Challenge

Sellers often treat win-backs as a generic “check-in” or a recycled acquisition pitch. They focus on what'’s
changed on their side—new features, new pricing, new leadership—without anchoring to what the customer now
experiences in their current status quo.

Without a clear, tailored win-back strategy, you burn scarce attention, reinforce the original decision, and make it

even harder to re-enter the account later.

What'’s Going Wrong

e Outreach centers on what you want (“can we talk?”) rather than what's changed in their world.
e Messages either attack the competitor or avoid any mention of risk in the current solution.
e Apologies feel vague or incomplete, failing to address the emotional side of the original loss.

e Sellers try to re-run the original sales cycle, instead of designing a distinct win-back path.

What If You Could...

e Quickly diagnose why you lost and segment customers into clear win-back paths?

e Use different message architectures for “pushed away,” “pulled away,” and “drifted away” customers?

e Craft win-back emails and conversations that acknowledge the past, elevate the stakes of staying put,
and open the door to a better outcome—without attacking competitors?

e Turn a portion of your “closed lost” base into a predictable, high-ROI growth engine?



If...

Your team rarely revisits closed-lost customers—or does
so with inconsistent results...

You win some customers back, but it feels random,
personality-driven, or hard to scale...

Outreach to former customers often gets ignored, shut

down, or met with “we’re fine”...

You struggle to show up differently from the last time

they evaluated you...

Whatltls

Win Back Lost Customers focuses on two skills:

o Approach Lost Customers

Rekindle lost relationships with an email they can’t ignore.

Then...

You need Win Back Lost
Customers. With science-backed
skills, you can help your teams
diagnose why customers left,
choose the right recovery
strategy, and deliver win-back
messages that make your
solution feel like the safest and

smartest move—this time.

Craft a targeted win-back email that captures attention and creates enough curiosity to reopen

dialogue, using the right framework for the loss reason.

9 Re-engage Lost Customers

In a win-back conversation, it’s all about saying the right thing at the right moment.

Run the first meeting in a way that sustains attention and rebuilds confidence, using the same framework

that earned the meeting and avoiding messaging “danger zones” that cause engagement to drop.

What You Gain

e A structured, scalable win-back motion that goes beyond one-off “check-ins”

e Higher reactivation rates with customers who are a strong fit—but made a different choice last time

e Messages that respect the original decision while making the status quo feel riskier than re-engaging with you

¢ Faster revenue impact than net-new acquisition alone, by tapping into accounts where credibility and context

already exist

e A team that treats lost customers as a strategic growth portfolio, not a graveyard
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