
Stage Assessment 6: Retention
Is your hardest-won revenue quietly leaking away?

Winning a client costs many times more than keeping one, yet most firms invest almost 

nothing in the clients they already have, assuming good work speaks for itself. It doesn't, 

quite. This is one of eight stage assessments in the SMARTer system; each goes deep on 

one stage.

How to score
Score each statement from 1 to 5. A score of 1 means “not true of us at all”; 3 means “partly 

true, or true sometimes”; 5 means “consistently true, and I could show you the evidence”. 

The evidence test matters: if you couldn't demonstrate it to a sceptical outsider, score it 

lower.

The eight statements
1. Clients experience deliberate attention between deliverables, not just at them    Score: 

___

2. We review the relationship with key clients on a rhythm, not only when something's wrong 

Score: ___

3. We'd spot the early signals of a client drifting: slower replies, smaller briefs, new names 

cc'd    Score: ___

4. Clients rarely leave us for reasons we didn't see coming    Score: ___

5. We make the value we deliver visible, rather than assuming it's noticed    Score: ___

6. Our relationship with key clients runs deeper than one contact person    Score: ___

7. We ask clients how it's going, and act on what they say    Score: ___

8. We know our client retention picture in numbers: who stayed, who left, and why    Score: 

___

Total: ___ / 40
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Reading your score
32 to 40: Your revenue base is defended, which changes everything upstream: growth builds 

on a floor that isn't sinking.

20 to 31: Partial: strong delivery, thin relationship rhythm. The fix is structural, not heroic: a 

review cadence and visible value, booked in the diary rather than intended.

Under 20: The bucket is leaking while you work to fill it. Retention is the cheapest revenue 

you'll ever protect, and almost every loss at this score level was preventable.

Three first steps
•  Book a proper review conversation with each key client: not a project update, a 
relationship conversation
•  Write down your early-warning signals and check your client list against them today
•  In your next client report, make the value explicit: what's been delivered, what it's 
produced, what's next
The free 90-Day Revenue Foundations Plan at smarterentrepreneurs.co.uk builds the 

retention rhythm in month three.

Where this fits
If this stage scored well, your constraint likely sits elsewhere: the free fifteen-minute 

Revenue System Self-Assessment at smarterentrepreneurs.co.uk scores all eight stages 

and finds it. And if you'd like a second pair of eyes on what you've found, that's what a 

Discovery Call is for. No pitch, no pressure, and you'll leave with something useful either way.
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