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How Customers Pay Impacts  
How Long They Stay

A SiMPLE AND COST-EFFECTiVE WAY TO CUT CHURN



Introduction
Zuora and the Subscribed Institute partnered 
with GoCardless to empower businesses to 
assess their end-to-end payments process and 
provide the latest benchmarks for customer 
churn. This report lays out the role payment 
methods play in retaining customers and 
identifies how some easy-to-execute changes 
can result in a meaningful increase in revenue 
over time.

Ultimately, the percentage of revenue and 
customers lost to churn is reflective of the 
payment methods businesses choose to use 
which also gives businesses greater autonomy 
in fixing churn by choosing a better payment 
method.

1
A LOT OF CHURN iSN’T DRiVEN  

BY UNHAPPY CUSTOMERS

This is not always top of mind for businesses, 
businesses typically focus on product value 
or service when assessing churn. Rarely 
considering the more tangible and addressable 
factor, the payment method they are using.

Yet, so many customers leave a business 
because something goes wrong within the 
payment process, like a payment failure. 
Whether it’s because of insufficient funds, or 
credit card expiry, many customers will churn 
unintentionally or involuntarily.

of customer churn happens as a 
result of failed payments
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iNVOLUNTARY CHURN CAN BE  

A SiMPLE FiX (AND iT’S COST-EFFECTiVE)

THE COST OF CHURN COMPOUNDS

PAYMENT STRATEGY MATTERS

When looking to fix this and boost your Customer Lifetime 
Value (CLV), the different payment methods a business offers 
its customers plays a vital role. The percentage of revenue 
and customers lost to churn is reflective of the payment 
method used.

If businesses choose to encourage more customers to 
pay with bank debit, they can easily cut the percentage of 
customers leaving accidentally and retain the revenue  
they bring.

Failed payments cost your business in subscriptions fees, 
revenue and cost of payment recovery. The value of one 
lost customer, with a monthly subscription, will be felt in the 
months that follow it. Annually, businesses needlessly lose up 
to 16% of customers to churn, but for bank debit that number 
remains a lot lower at 4%.

Payment methods play an important role in every business. 
This makes them instrumental to the customer experience 
but can often be overlooked. When choosing which payment 
methods to offer at your checkout, it’s important to consider 
which will be most effective in terms of reducing churn and 
improving the happiness of your customers. 

After all, happy customers make loyal customers. 16%
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Why choose GoCardless

Our focus on bank debit means we’ve built an unrivalled account-
to-account platform that can help automate payments, reduce DSO, 
and decrease the overall cost of collecting payments.

Interested in optimising your cash flow 
through open-banking powered payments?

Want to see more on 
the sign up process?
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One solution — 30 markets

Trusted by more than 70K customers, we help small to enterprise 
businesses across the globe streamline their payments:

Six offices worldwide

THE GOCARDLESS PAYMENTS PLATFORM HELPS  

THE WORLD PROCESS MiLLiONS OF PAYMENTS  

EVERY MONTH.
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$30bn+

Watch the demo Contact us today

https://gocardless.com/solutions/instant-bank-pay-demo/
https://gocardless.com/solutions/instant-bank-pay/
https://gocardless.com/solutions/instant-bank-pay-demo/

