
CASE STUDY  I  TRANSFORMING CUSTOMER CHURN

The Challenge
A large regional fitness club faced significant customer churn due to 

uncontrollable macroeconomic conditions as well as a lack of 

understanding of the root cause. This limited insight prevented them 

from distinguishing where churn was natural versus a risk to their 

business, leading to undesirable revenue, margin, and volume loss.

In margin through a 

machine learning 

attrition model
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How can your business transform 
customer churn into a strategic 
advantage?

The predictive model utilizes customer and service 

attributes to assign an engagement score, predict 

customer churn probability, and generate accurate 

customer churn leads for intervention.

Differentiated expected 

vs unexpected churn

THE
RESULTS

The Solution
INSIGHT began by retrospectively analyzing and identifying patterns, 

which revealed internal and external factors that were lagging indicators 

of churn. Collaborating with the business, we built a machine learning 

attrition algorithm to set parameters distinguishing normal variations 

from those requiring attention. This approach uncovered trends within 

specific customer groups, highlighting and predicting those at risk of 

churn in the future. 

To ensure sustainability, INSIGHT’s implementation plan provided 

ongoing actionable guidance, empowering sales teams to target the 

right customers, discuss relevant topics/services, and effectively convey 

the value proposition to proactively manage ongoing churn.

LEARN MORE

2x Lift
Diagnosed the root 

cause of churn
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