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Per the KeyBanc 
Capital Markets 
SaaS survey, it costs 
a median of 57 cents 
to acquire $1 of 
upsell revenue and 
30 cents for $1 of 
expansion revenue.

That’s expensive 
revenue to lose! It 
costs a median of 
$1.15 to acquire $1 

of new logo 
revenue per 

KeyBanc’s survey.

Lost revenue 
from churn and 

downgrades

Net negative churn occurs when your expansion revenue (upgrades, add-ons) 
from existing customers totals more than your lost revenue (churn, downgrades).

KeyBanc Capital Markets is a registered trademark of KeyBank.

An easy way to measure your sales and marketing efficiency is to divide 
your annual sales/marketing spend by your net new ARR bookings. Also, 
your CSM team can pay for itself by targeting an annual revenue retention 

target and identifying leads for your sales team.
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CSM’s primary focus 
is to retain revenue
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