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Customer Retention
Excellence Through
Quality Service



OVERVIEW

Through a service-first
approach focused on
communication excellence
and consistent quality
delivery, ClearSource
achieved #1in customer
retention performance
among all vendors for AHS —
posting an impressive
40.57% save rate.

This success showcases
how ClearSource’s service
excellence model
transforms customer
experience into measurable
retention outcomes, proving
that trust, empathy, and
clarity outperform
transactional “save tactics”
every time.



CLIENT BACKGROUND

INDUSTRY

Company Size

Geographic Focus

Business Model

The client operates in d
highly competitive
market where customer
retention is directly tied
to revenue stability. Their
multi-vendor setup
required a partner who
could directly link service
quality to measurable
retention outcomes—and
sustain that performance
even during scaling.
ClearSource was selected
for its reputation in
cultivating service-driven
performance at scale.

SERVICE & SALES

Enterprise

North America




Inconsistent service
quality leading to
fluctuating save rates

T H E Scaling pressure that
C HALLE NGE dilutepl customer
experience standards
The client faced several
operational and performance
challenges that threatened

retention consistency across
vendor partners:

Low communication
clarity, reducing trust and
customer confidence

P

Disjointed retention
strategy not tied to
measurable service

outcomes

The goal was to demonstrate
that by reinforcing service
excellence — including empathy,
clarity, and genuine care —
ClearSource could drive both
quality and retention through a

unified effort.
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THE CLEARSOURCE
SOLUTION

ClearSource implemented a Service-First Retention Strategy,
integrating behavioral excellence with data-driven accountability.

INITIATIVE DESCRIPTION

Service Excellence Established clear quality benchmarks
Framework tied directly to retention KPIs.
Communication Trained agents to build trust through
Mastery Program clarity, empathy, and active listening.

Quality-Driven Introduced daily tracking to correlate

Performance ) ! :
service metrics with save rates.
Management
Customer-Centric Provided real-time feedback and
Coaching behavioral reinforcement.
Service Analytics Used data to demonstrate how 5-star

Integration interactions consistently drove higher saves.




EXECUTION &
IMPLEMENTATION

PHASE 1- SETTING
BASELINES:
Defined service quality
standards and retention
impact metrics.

PHASE 3 - CONNECTING
SERVICE TO RETENTION:

Educated agents on the
direct relationship between
service quality and saves.

PHASE 2 — TRAINING FOR
SERVICE EXCELLENCE:
Launched targeted training
focused on communication
mastery and empathy.

PHASE 4 — SUSTAINING
EXCELLENCE:
Instilled a culture of
continuous learning,
coaching, and recognition
for top performers.




KEY RESULTS & METRICS

METRIC

BEFORE

IMPACT ON
RETENTION

5-Star Service Score

ARSK

Enabled #1
Save Rate

Communication
Clarity

4.65

Built Customer
Trust

Service Quality
Consistency

Variable

Predictable
Retention

Customer Save Rate

Top 5

#1
(40.57%)

Direct Result
of Service

Staffing for Service
Excellence
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Aligned

Consistent
Quality

ClearSource’s disciplined
approach transformed
service excellence into a
repeatable retention
model, outperforming all
other vendors and setting
a new quality benchmark
for the program.




SERVICE HEROES

Agents RP Babaran, Claire Recto, and Angelica Sarmiento
exemplified the “Service First, Retention Follows” mindset — turning
difficult cancellation calls into loyal saves through active listening,
empathy, and persistence.

One standout case involved a member ready to cancel due to a
coverage misunderstanding. The agent uncovered the real issue,
clarified the plan, and educated the customer — resulting not only in
a successful save but also a commendation call for exceptional
service.



KEY INSIGHTS

5-star service = Empathy, clarity, and
measurable retention — problem-solving drive
every great interaction saves more than
builds loyalty. aggressive rebuttals.

Coaching culture and Service consistency at
real-time feedback scale is ClearSource’s
sustain performance competitive edge.

under pressure.



IMPACT

ClearSource’s service-excellence model has become the benchmark
for retention performance, leading to:
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Recognition as the Increased Validation that
top-performing headcount and exceptional service
vendor expansion into new naturally leads to
service programs exceptional

retention



CONCLUSION

The AHS success story reinforces a core ClearSource truth:

“Customers don't stay because they're convinced — they stay
because they're cared for.”

By empowering agents to serve with empathy, clarity, and genuine
intent, ClearSource turned service quality into measurable business
performance, securing the #1 retention rate among all vendors and
redefining what customer loyalty truly looks like.




