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Proven Business Impact

This case study was selected in August 2026 by an independent panel of
CXPA judges for recognition of its demonstration of the positive business
impact created through a customer experience focus.

CXPA Proven Business Impact: Millennium Systems International -
AI-Built Early Warning for Client Churn

Company Overview

Meevo, by Millennium Systems International, provides business management software
to thousands of salon, spa, and wellness businesses through a subscription model. As
a trusted operating platform for customers, protecting and retaining client
relationships is central to the company’s growth strategy.

Business Challenge

The organization faced a visibility problem rather than a volume problem. By the time
cancellation requests reached retention teams, customers had often already selected a
competitor and begun migrating their data. Warning signs existed months earlier, but
they were scattered across five disconnected systems, preventing Customer Success
Managers from identifying risk and intervening early.

Customer Experience Initiative: A Purpose-Driven Enterprise
Transformation

Meevo created Sentinel, an Al-powered early warning platform that unifies customer
signals from Pendo, Salesforce, MeevoPay, Rippit, and Gainsight into a single
customer health score. Sentinel evaluates 16 risk indicators, analyzes customer
conversations through Al agents, prioritizes at-risk accounts, and provides Customer
Success Managers with root-cause explanations, recommended actions, and response
timelines.

Rather than waiting for cancellation requests, Sentinel surfaces risk continuously.
Every alert links directly to CRM records and recorded customer conversations,
allowing teams to hear the customer’s own words, understand the drivers of risk, and
intervene before the customer begins the departure process. Back-testing ensured all
signals demonstrated predictive value before being included in the model.

To learn more, and to submit your business impact case study, visit

https://cxpaglobal.org/cx-value/case-studies



Proven Business Impact

Early Detection of customer churn

e Sentinel would have identified 94% of customers who ultimately churned (73 of 78
accounts) before cancellation occurred.

e Forty-one percent of churning customers (32 of 78 accounts) would have been
flagged approximately 200 days before cancellation, creating meaningful
intervention opportunities.

Improved revenue protection visibility

e Of $227,138 in annual recurring revenue associated with the churn cohort,
$214,645 (94%) carried an identifiable warning signal before cancellation.

e Approximately $101,392 (45%) of at-risk revenue would have been visible roughly
200 days before departure.

Established continuous risk management

e At any given time, Sentinel surfaces approximately 595 active accounts requiring
attention.

e Each account includes risk drivers, triggering conversations, recommended actions,
and response windows, replacing reactive escalation processes with proactive
customer management.

Accelerated operational efficiency

e The solution was built in roughly one quarter using the existing technology
ecosystem.

e Implementation required only modest incremental Al costs and no dedicated data
science team.

Enabled measurable retention improvement

¢ A new forward-testing process now tracks monthly churn detection and save-rate
performance.

e The operating model establishes intervention targets ranging from 48 hours for
confirmed departures to 14 days for declining accounts.

Key Lessons

Meevo demonstrated that customer churn can often be predicted long before
cancellation occurs when customer signals are unified across systems and paired with
actionable insight. By combining AI-powered analysis with human judgment and
operational accountability, the organization transformed customer retention from a
reactive activity into a proactive customer experience discipline.

Core Business KPIs Impacted

Churn Detection Rate; Logo Churn Rate; Gross Revenue Churn Rate; Save Rate on
Flagged Accounts; Recurring Revenue Under Active Risk Management; Customer
Success Response Time; Customer Satisfaction (CSAT); Predictive Customer
Sentiment; and Churn Intent Detection.
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