The Silent Defector Phenomenon (Strategy)

Language: PostgreSQL

del i ver ed_base (
c.customer _uni que_i d
0. order _id,
0. order_purchase_ti mest anp
0. order_del i vered_cust oner_dat e
o.order_estimated_delivery_date
ol i st_custoners_dat aset c
ol i st_orders_dat aset o]
o.custoner_id = c.custoner_id
o.order_status = 'delivered
IE
rfmnetrics (

db. cust omer _uni que_i d

( MAX( or der _pur chase_ti nestanp): : del i ver ed_base)

- MAX(db. order_purchase_timestanmp):: recency_days
COUNT( db. order _i d) frequency,
ROUND( SUM p. paymnment _val ue) : : . 2) nonet ary

del i ver ed_base db
ol i st_order _paynents_dat aset p

p.order_id = db.order_id




GROUP BY db. cust oner _uni que_i d
)

rfmscores AS (

SELECT *,
NTI LE(5) OVER ( ORDER BY recency_days DESC) AS r_score,
NTI LE(5) OVER (ORDER BY frequency ASC) AS f_score,
NTI LE(5) OVER ( ORDER BY nonetary ASC) AS m score
FROM rfm metrics
)
rfmsegnents AS (
SELECT *,
CASE

WHEN r _score >=
WHEN r_score <=
VWHEN r _score >=

AND f_score >= 4 AND m score >= 4 THEN ' Chanpi ons'
AND f_score >= 4 AND mscore >= 4 THEN ' At Ri sk’
AND f_score <= 2 AND m score <= 2 THEN ' New Cust oners'
VWHEN r_score >= AND (f_score >= 3 OR mscore >= 3) THEN ' Potential Loyalists'
WHEN r_score >= AND f_score >= 3 AND mscore >= 3 THEN ' Loyal Custoners'
WHEN r_score <= 2 AND f_score <= 2 AND m score <= 2 THEN ' Hi bernati ng'
ELSE ' Need Attention'
END AS customer _segnent
FROM rf m scor es
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)

di m sentinent AS (
SELECT custoner_unique_id, |last_review score

FROM (

SELECT

db. cust oner _uni que_i d,

r.review score AS | ast _revi ew score,

ROW NUMBER() OVER (PARTI TI ON BY db. cust omer _uni que_i d

ORDER BY r.review creation_date DESC,
r.review answer_tinestanp DESC) AS rn

FROM del i ver ed_base AS db
I NNER JO N ol i st _order_revi ews_dat aset ASrt ONr.order_id = db.order_id

) ranked WHERE rn = 1
)4

dimfriction AS (
SELECT
cust omer _uni que_i d,
SUM CASE VWWHEN or der _del i vered_cust onmer _date > order_estimated_del i very_date
THEN 1 ELSE 0 END) AS | ate_del i very_count
FROM del i ver ed_base




WHERE or der_del i vered_customer_date |'S NOT NULL
GROUP BY customer _uni que_id

)

silent_defectors AS (
SELECT

rfm custoner _uni que_id,
rf m cust oner _segnent,
rfm nonetary,
rfmrecency_days,
rfm frequency,
snt. |l ast_revi ew score,

COALESCE(f .| ate_delivery_count, O0) AS | ate_del i very_count
FROM r f m segnent s AS rfm
LEFT JO N di msentinent AS snt ON snt.custoner_unique_id = rfm custonmer_unique_id
LEFT JON dimfriction AS f ON f. customer _uni que_id = rfm customer_uni que_id

VWHERE rfm cust oner _segnent IN (' At Risk', 'Hi bernating')
AND COALESCE(f.l|ate_delivery_count, 0) =0
AND snt. |l ast_review score >= 4

)

SELECT
'mm OVERALL SILENT DEFECTOR | MPACT mm' AS anal ysis_| evel
cust oner _segnent AS segnent,
COUNT( *) AS sil ent _def ect or_count,
ROUND( SUM nmonet ary) : : NUVERI C, 2) AS total _revenue_| ost,
ROUND( AVGE nmonet ary) : : NUVERI C, 2) AS avg_l tv_per_defector,
ROUND( AVG( r ecency_days) : : NUVERI C, 0) AS avg_days_si nce_| ast _order,

SUM CASE WHEN | ast _review score = 5 THEN 1 ELSE 0 END) AS five_star_count,
SUM CASE WHEN | ast_review score = 4 THEN 1 ELSE 0 END) AS four_star_count,
ROUND( AVE | ast _revi ew_score):: NUVERI C, 2) AS avg_revi ew_score,

ROUND( 100. 0 * COUNT(*):: NUVERI C / (
SELECT COUNT(*) FROM rfm segments
WHERE cust onmer_segnment |IN (' At Risk', 'Hibernating')
), 1) AS pct _of _al | _churned




silent _defectors
cust oner _segnent

'mm GRAND TOTAL mm' anal ysi s_| evel ,
"All Silent Defectors' segnent,
GOUNT(*),

ROUND( SUM nonet ary): : . 2),

ROUND( AVE nonet ary) : : . 2),

ROUND( AVE( r ecency_days) : : , 0),
SUM CASE WHEN | ast _revi ew score = 5 THEN 1 ELSE 0 END),
SUM CASE WHEN | ast _revi ew score = 4 THEN 1 ELSE 0 END),
ROUND( AVE( | ast _revi ew_score): : . 2),
ROUND( 100. 0 * COUNT(*):: I/ (
COUNT(*) rfmsegnents
cust omer _segmnent ("At Risk', 'Hibernating')

), D

silent_defectors

anal ysis_l evel , total _revenue_| ost
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