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Executive Summary
Customer churn and contract renewal defection are critical metrics for any subscription-based business.
Companies must identify customers at risk of churn (or renewal loss) early in order to intervene and
preserve recurring revenue. NetSuite provides a range of built-in reports, dashboards, and modules (such as
SuiteBilling, Contract Renewals, and the new Analytics Warehouse predictive apps) to calculate churn metrics
and manage renewals. However, effectively flagging customers with high churn or renewal risk often requires
custom configurations: saved searches, custom fields, SuiteScript/workflows, and sometimes external
analytics. Research shows that retaining customers is dramatically more cost-effective than acquiring new
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ones (keeping a customer can be 5–25× cheaper than a new acquisition (esgsuccess.com)), and small churn
percentages compound into large losses (for example, 5% monthly churn turns over nearly 50% of customers
annually (esgsuccess.com)).

This report provides an in-depth study of how NetSuite can be configured and extended to monitor churn and
renewal risk, and how organizations can use these capabilities within broader customer success strategies.
We cover the key SaaS metrics (churn rate, MRR/ARR retention, renewal rates), how NetSuite’s standard
reports calculate them (docs.oracle.com) (www.netsuite.com), and how to interpret those numbers. We then
discuss NetSuite features for renewals (Contract Renewals SuiteApp, renewal impact analysis
(docs.oracle.com)) and churn analysis (SuiteBilling churn reports (docs.oracle.com) (docs.oracle.com),
predictive churn modeling (docs.oracle.com)). We explain concrete methods for flagging “at-risk” customers in
NetSuite – for example, by creating a custom field or segmented list of customers based on saved-search
criteria (e.g. long inactivity, reduced usage or spending, negative feedback, delayed payments) aligned with
renewal dates. This includes using Analytics Warehouse predictive models to generate churn risk scores, and
writing those scores back to NetSuite records or dashboards for alerts.

Multiple perspectives are considered. From the CFO’s viewpoint, churn should be reframed as a controllable
financial KPI (www.netsuite.com). For customer success teams, the focus is on usage trends, satisfaction
scores, and contract details to forecast renewals (csmis.org) (csmis.org). Technically, we compare NetSuite’s
native capabilities with external analytics approaches (e.g. data warehouses, Excel connectors like Coefficient)
that can augment limitations in saved-search calculations (coefficient.io) (gurussolutions.com).

We support all claims with data and citations. For instance, industry sources report average SaaS churn of a
few percent per month – up to ~50% annually for low-stickiness products (gurussolutions.com)
(esgsuccess.com) – underscoring the need for vigilance. A published study even achieved 93% F1 accuracy in
churn prediction using detailed usage/payment data (journalofbigdata.springeropen.com), illustrating the power
of analytics. Vendor documents (NetSuite Help) define the exact formulas and logic for churn and renewal
reports (docs.oracle.com) (docs.oracle.com). Best-practice blogs and research highlight lead indicators of
churn (usage drop, NPS decline, financial stress) and renewal risk across industries (csmis.org) (csmis.org).

In summary, an effective churn/renewal-risk “flagging” system in NetSuite involves: (1) Understanding SaaS
metrics and setting thresholds, (2) Ensuring relevant data (contracts, orders, support, usage) are captured in
NetSuite or integrated sources, (3) Using NetSuite’s analytics (reports, dashboards, saved searches) to
identify trends, and (4) Optionally leveraging predictive tools (NS Analytics Warehouse) to score risk. This
report details each of these elements, including example saved-search filters, calculation methods, and how to
present them to business stakeholders through dashboards and alerts. We conclude with a discussion of
implications (e.g. cross-functional collaboration between finance, sales, customer success) and the future of
churn analytics (AI-driven models, closer alignment with CRM/CS tools). All sections below cite authoritative
sources and case concepts to substantiate the analysis.
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Introduction and Background
Customer churn – losing customers or subscriptions – is one of the most consequential KPIs for any
subscription or recurring-revenue business (www.netsuite.com) (www.netsuite.com). Alongside churn, renewal
risk measures the likelihood that an existing subscription or contract will not be renewed at term. Both metrics
directly impact recurring revenue and profitability. For example, a simple scenario illustrates the cost of churn:
a company with 1,000 customers at $10 profit per customer per month that experiences 20% annual churn
loses $2,000 per month in profit (from $10,000 down to $8,000) (www.netsuite.com). Industry reports highlight
how even “small” churn ripples: losing 5% of customers each month results in nearly half the customer base
turning over in a year (esgsuccess.com).

Retaining customers is broadly understood to be far more cost-effective than acquiring new ones. A Harvard
Business Review study notes that acquiring a new customer can be 5–25 times more expensive than retaining
an existing one (esgsuccess.com). In subscription businesses, where revenue is compounded and growth
relies heavily on renewals, high churn or renewal defection threatens the viability of the model.
</current_article_content>A churn rate that is “higher than your company or industry average” is often a red
flag indicating issues in pricing, product quality, service or customer experience (www.netsuite.com).

Because of these stakes, modern SaaS businesses rigorously monitor SaaS metrics – especially churn and
renewal rates – to gauge health and guide strategy (docs.oracle.com) (www.netsuite.com). Investors and
executives frequently examine churn figures when valuing companies or planning acquisitions
(gurussolutions.com). Customer Success (CS) teams use early warning signals (usage drop, NPS decline,
payment issues) to score renewal risk and intervene with at-risk accounts (csmis.org) (csmis.org). CFOs, while
not in day-to-day customer interaction, have a powerful role in translating churn data into financial KPIs and
requiring other departments to act on them (www.netsuite.com).

NetSuite, as an integrated cloud ERP/CRM (now Oracle NetSuite), is widely used by subscription and product
companies. It offers built-in features for subscription billing, contract management, and SaaS analytics that can
be leveraged for churn and renewal analysis. To “flag” churn or renewal risk in NetSuite, organizations typically
combine: (a) NetSuite’s built-in subscription reports, saved searches, and dashboards, (b) custom
configurations (fields, formulas, scripts) to identify at-risk customers, and (c) integrative analytics tools or
predictive models. In the following sections, we will detail how each of these elements can be implemented.
We begin by defining key metrics and how NetSuite calculates them under the hood.

SaaS Churn and Renewal Metrics in NetSuite
Core Churn Metrics
Churn Rate: This can be defined in multiple ways. The simplest is customer churn rate: the percentage of
customers lost (not returning) over a period. A standard formula is: [(Number of customers lost during period) ÷
(Customers at start of period)] (docs.oracle.com). However, NetSuite’s SuiteBilling module (for recurring
subscriptions) also provides revenue churn metrics, focusing on Monthly Recurring Revenue (MRR) rather
than count of customers. For example, NetSuite’s Churn by Revenue report calculates MRR Churn (%): (Lost
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MRR) ÷ (MRR at beginning of month) (docs.oracle.com) (docs.oracle.com). The churn by revenue report
defines rows such as MRR at Beginning of Month, New MRR, Expansion MRR, Contraction MRR, Lost
MRR, MRR Churn, and MRR Churn (%) (docs.oracle.com) (docs.oracle.com). These values match industry
SaaS definitions:

New MRR is the sum of monthly value from new subscriptions started in the period.
Expansion MRR is the upsell revenue from existing customers (increases).
Contraction MRR is the downsell from existing customers (decreases).
Lost MRR is revenue lost from cancellations or closed series.
MRR Churn then equals Lost MRR (plus contracted downgrades) for the period.

NetSuite multiplies by 100 to yield a percentage and notes special cases (no churn calculation in first period,
suspended subs excluded, etc.) (docs.oracle.com). In practice, CFOs often look at both customer churn count
and MRR/ARR metrics. For instance, lost 20% of customers might mean losing a certain $ARR amount, which
impacts cash flow directly. A table of NetSuite’s churn revenue metrics is shown below:

Metric / Row Definition

MRR at Beginning
(Month)

MRR total on the last day of the previous month (same as prior month’s MRR). (docs.oracle.com)

MRR at End (Month) MRR total on the last day of the specific month. (Matches figures on the Monthly Recurring Revenue
report.)

New MRR MRR from new subscriptions started in the month (sum of subscription values with start date in month).
(docs.oracle.com)

Expansion MRR MRR from upsells (subscriptions increased in value) in the month. (docs.oracle.com)

Contraction MRR MRR from downsells (subscriptions that decreased in value) in the month. (docs.oracle.com)

Lost MRR MRR lost due to subscriptions canceled or closed in the month (i.e. revenue fully lost) (docs.oracle.com)

MRR Churn The recurring revenue churn for the month, equal to Lost MRR (from cancellations) plus revenue lost from
downgrades (docs.oracle.com) (this matches "Lost MRR" in practice).

New+Expansion
MRR

(Net New MRR) = New MRR + Expansion MRR – Lost MRR.

(This shows net gain
or loss).

MRR Churn (%) (MRR Churn) ÷ (MRR at Beginning) (as a percent). If beginning MRR = 0, churn% undefined
(docs.oracle.com).

Table: Subscription metrics for churn in NetSuite (from the “Churn by Revenue” report) (docs.oracle.com).

In addition to revenue churn, NetSuite offers a Churn by Customer report (SuiteBilling) which tracks the
number of customers canceling or whose subscriptions end (docs.oracle.com). Its columns include
Customers at Beginning of Month, Customers at End of Month, New Customers (activated first
subscriptions), Churned Customers (subscriptions ended in month), and Customer Churn % (Churned ÷
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start) (docs.oracle.com). This lets you measure disruptions in customer count rather than dollars. Both churn
reports allow customization (you can add fields) (docs.oracle.com). In practice, one often looks at both metrics:
for example, a few very large customers canceling can mean high revenue churn even if count churn is small.

Renewal Rate and Churn Categorization. NetSuite’s SaaS Metric Reporting also provides analysis of
contract renewals. It categorizes each recurring contract transaction as New, Upsell, Downsell, Churn, or No
Impact (docs.oracle.com). For instance, if a renewal order is created and the line items match exactly the
original, it’s “No Impact.” If a customer reduces seats or cancels a line on renewal, that triggers a Downsell or
even Churn scenario (docs.oracle.com). Importantly, a scenario with no renewal is classified as Contract
Churn. The “Churn” Impact Category precisely means no renewal order (i.e. the contract ended and did not
renew) (docs.oracle.com). This automated tracking (based on the Contract Billing process) feeds summary
reports to show where revenue gains and losses occur at renewals. We will discuss how this ties into “renewal
risk” later.

Churn vs. Renewal Risk. Note, “churn” is commonly defined as customers who have already canceled (post-
event), whereas renewal risk refers to the likelihood that an upcoming renewal might fail. Renewal risk is
therefore predictive in nature: it means gauging which customers are at risk before they actually churn. In
practice, renewal risk is often computed using the same underlying factors as churn (e.g. usage drop, support
issues, payment patterns, contract terms) but focused on customers whose contract is nearing end. In the
literature, “renewal risk refers to the likelihood that a customer will decide not to renew their subscription or
contract at the end of its term” (csmis.org). We will frequently refer back to these concepts: churn (what
happened) vs. renewal risk (what might happen).

SaaS KPI Definitions
Before proceeding, it is useful to summarize key SaaS metrics (as they relate to churn/renewal). Industry-
standard definitions include:

Customer Churn Rate (CCR): % of (subscribing) customers lost in period. Formula: (Lost Customers
during period) ÷ (Customers at start) (gurussolutions.com).
Net Revenue Retention: %(of revenue retained) including upsells. (1 – MRR Churn% + Expansion%).
Gross MRR Churn %: % of starting MRR lost from cancellations and downgrades.
Customer Retention Rate (CRR): percentage of customers retained (the complement of CCR).
Formula: [(Customers at end of period – New Customers) ÷ (Customers at start)] × 100.
Monthly Recurring Revenue (MRR): total revenue from all recurring subscriptions for the month. (Can
be broken into New-, Expansion-, Contraction-, and Churn-MRR as above).
Annual Recurring Revenue (ARR): often 12× MRR; or the sum of annual contracts.
Customer Lifetime Value (CLV): discounted value of future revenue from a customer; related but
beyond basic churn metrics.

These formulas appear in industry guides (gurussolutions.com) (docs.oracle.com) and can be implemented in
NetSuite Saved Searches or Analytics. For example, one would compute CCR over the past year by counting
unique customers who had orders in year-1 but not in year-2 (www.netsuite.com). NetSuite’s subscription
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billing module automates much of this calculation for you, provided contract and subscription data is entered
correctly.

Finally, note that some “churn” (attrition) is inevitable. The goal is to keep it within industry norms and rooted in
business strategy. For instance, enterprise software (with multi-year contracts) often sees annual churn in the
single digits (e.g. 3–7%) (gurussolutions.com), whereas an easily-swappable add-on service might see churn
up to ~50% (gurussolutions.com). Monitoring how churn changes internally – for example, by product line,
region, rep, or customer segment – is critical (www.netsuite.com) (www.netsuite.com). NetSuite’s analytics,
especially when paired with dashboards or BI tools, make it possible to break down churn by such dimensions
(e.g. churn by product code, by sales rep territory, etc.).

NetSuite’s Churn and Renewal Features
NetSuite offers several modules and tools relevant to churn and renewals. We review the main capabilities:

SuiteBilling and Churn Reports
SuiteBilling (Subscriptions): This module tracks subscriptions and automatically renews them unless
canceled, enabling granular churn reporting. With SuiteBilling enabled (for recurring revenue), NetSuite
automatically assumes active subscriptions renew by default (docs.oracle.com). It then provides specialized
reports:

Churn by Customer Report: (Reports > Subscriptions > Churn by Customer) shows counts of
customers at start/end of period, new customers, and churned customers (docs.oracle.com). It only
counts “churn” in the month where the subscription ended☑ (docs.oracle.com). “Customers at
beginning” are those with active subscriptions; “churned” are those whose subscriptions fully closed that
month. (Tip: This is different from cancelled items within subscriptions – it counts at customer level).

Churn by Revenue Report: (Reports > Subscriptions > Churn by Revenue) shows the breakdown of
MRR as explained earlier (docs.oracle.com).

Total Contract Value (TCV) Report: Provides metrics like billings to date.

Annual Recurring Revenue (ARR) Report: (through SuiteAnalytics). Displays recurring revenue by
period (docs.oracle.com). Important note: The MRR report “assumes subscriptions are renewed” by
default (docs.oracle.com); only closed subs drop out of future MRR. Thus SuiteBilling tracks renewal
automatically until something actively cancels.

SuiteBilling’s churn reports are driven by the subscription data. For example, if a subscription term ends on
June 30 and is not renewed, that month’s churn report will include that customer. If a subscription is cancelled
mid-term, SuiteBilling will recognize it as churn in the next churn-reporting period. NetSuite’s docs explain that
“churn is included only in the month that the subscription ends,” which is aligned with SaaS practice
(docs.oracle.com).
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The churn reports are prebuilt but customizable. You can add fields via Report Customization if needed
(docs.oracle.com). For instance, you might add the “Contract ID” or “Product Category” fields to see which
contract/product each churned customer belonged to.

Contract Renewals SuiteApp
For businesses that sell term licenses or support contracts, NetSuite offers the Software Contract
Renewals (Software Vertical Contract Renewals) SuiteApp (docs.oracle.com). This app:

Creates a Contract Record when you sell a renewable item (products or services that renew after an
initial term) (docs.oracle.com).
Tracks contracts, contract items, and generates renewal Sales Orders automatically or manually before
term-end (docs.oracle.com) (docs.oracle.com).
Includes upsells (adding items mid-term) and returns (downsell) that adjust the renewed contract
(docs.oracle.com) (docs.oracle.com).

Key points from the SuiteApp documentation (docs.oracle.com):

An initial sales order that contains renewable items (e.g. software licenses, support entitlements)
generates a Contract. The term is defined by the order’s start and end dates (docs.oracle.com).
Items eligible for renewal must be marked as renewable; typically support, maintenance, licenses. One-
time Professional Services (like training) are excluded from renewal (docs.oracle.com).
Prior to end of term (based on a preference), NetSuite can generate a “Renewal Order” that essentially
renews all renewable items into a new contract (docs.oracle.com).
If the customer had been purchased through resellers/distributors, it handles multiple channels
appropriately (docs.oracle.com).
The SuiteApp ensures items removed (returns) during term are not renewed, and upsold items are
added to the renewal (even adjusting support term lengths appropriately) (docs.oracle.com)
(docs.oracle.com).

A crucial implication: If a contract item is not renewed (no renewal order), it is treated as churn. As the Churn
Categories table shows, a “Contract Churn” scenario is when no renewal arrives (docs.oracle.com).

The Contract Renewals app integrates closely with SuiteBilling and Contracts. For churn analysis:

If renewal orders are generated and then converted to renewal contracts, churn is effectively zero for
those accounts.
If a renewal order is never created because the user or business decides not to renew, those
subscriptions simply expire, which will show up as churn in SuiteBilling reports (as “subscriptions ended
without renewal”).
The SuiteApp also provides reports and dashboards on the Contracts record (“Contract Renewals
Reports and KPIs” (docs.oracle.com)) and channel-based renewal metrics, though those specifics are
beyond our focus.
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SaaS Metric Reporting (by NetSuite)
NetSuite’s SaaS/Subscription Metrics dashboards and saved searches (sometimes called SuiteAnalytics)
allow further analysis of renewal impacts. The documentation outlines Impact Categories/Subcategories for
reflecting how each renewal transaction affects metrics (docs.oracle.com). For example:

Policy Impact Category Impact Subcategory Scenario Description

New New Contract A brand new contract begins.

Upsell Quantity Increase Renewal with more units than before.

Upsell Price Increase Renewal with higher price per unit (same quantity).

Upsell Add-on Renewal that adds a new product/service line (co-term add-on).

Downsell Quantity Decrease Renewal with fewer units (same or reduced price).

Downsell Price Decrease Renewal with lower price per unit (same quantity).

Downsell Item Removal Renewal removing a product/service line entirely.

Churn Contract Churn No renewal order generated (customer lost).

No Impact Renewal Standard renewal with no change in quantity or price.

Table: NetSuite SaaS Metric impact categories for contract renewals (docs.oracle.com).

This categorization is used in SuiteAnalytics dashboards (like the SaaS Metrics Dashboard) to show how
aggregate metrics break down. Contract Churn appears whenever a customer does not renew. By
segmenting renewals as upsell vs downsell etc., executives can see not just “net retention” but underlying
trends.

Predictive Churn Analytics (NetSuite Analytics Warehouse)
Starting in 2024/2025, Oracle introduced NetSuite Analytics Warehouse (NSAW) with built-in predictive
applications. One such app is Churn Prediction (docs.oracle.com). This tool uses machine learning on
historical sales data to classify whether customers will churn. Key points (docs.oracle.com) (docs.oracle.com):

Classification and Prediction: First, it determines if a customer has already churned. For active
customers, it predicts if the customer will churn (i.e. reduce or stop purchasing) and estimates a churn
timeframe.
Automated Insight: The model highlights “at-risk” customers so the business can focus retention efforts
(docs.oracle.com). It can quantify expected revenue loss and highlight the hidden costs of churn
(docs.oracle.com).
Algorithm: It measures the gap (days since last purchase) and if that gap falls in the top 90th percentile
of historical delays, it flags churn (docs.oracle.com). It also allows a manual threshold (months of
inactivity to call churn) for control.
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Setup: Enabling requires toggling the predictive applications feature, selecting Churn Prediction, and
choosing parameters (months of training data, churn identification method, churn rate expectation or
inactivity duration) (docs.oracle.com).

Once set up, NSAW churn predictions can be accessed via the Analytics Warehouse interface (Dashboards or
Worksheets) and can be fed back into NetSuite. This provides a way to flag risk using actual ML models: for
example, one could write predicted churn scores into custom fields on customer records or display them on a
SuiteAnalytics Workbook.

Native Dashboards and Saved Searches
Even without NSAW, NetSuite offers generic analytics:

SuiteAnalytics Workbooks can join different record types (sales orders, transactions, support cases,
etc.) to create custom churn/retention analyses. However, Workbook formulas are limited compared to
full BI tools.
Saved Searches: These are the workhorse for custom reporting. You can create Customer, Contract, or
Transaction saved searches filtered by churn criteria. E.g., a filter for “Last Purchase Date before N
months ago” or “No open project tickets for X period” can identify at-risk accounts. Saved searches can
also send email alerts.

A common tactic is to add a custom field on the customer record (e.g. “Renewal Risk Score” or a checkbox
“At Risk of Churn”) and populate it via a workflow or script based on saved search logic. For example, a
workflow might set the flag when NPS goes below threshold, or when an upsell opportunity is lost. While
Oracle’s docs don’t detail churn flags explicitly, the GURUS blog notes that to fully report churn, “you may want
to ask... Does NetSuite house all the customer churn data?” and suggests possibly using custom scripts or
analytics offerings (gurussolutions.com) (gurussolutions.com). In short, advanced churn flagging in NetSuite
often relies on some customization beyond standard reports.

Identifying Churn and Renewal Risk in
NetSuite
In this section we describe practical methods to flag customers at high risk of churn or of not renewing,
using NetSuite features. While NetSuite provides raw data and basic analytics, implementation of risk flags is
typically an indirect process involving custom configurations and analyses.

Best Practices for Churn Risk Flagging
Data Collection: First, ensure NetSuite captures all relevant data that might signal churn:

Usage Data: If your product usage can be extracted (via API or partner data), import key metrics into
NetSuite or an integrated BI system. For example, number of logins, API calls, feature usage.
Decreasing usage is a classic churn predictor (csmis.org).

Houseblend

NetSuite consulting · ERP integration · Finance & operations Page 10 of 20

https://docs.oracle.com/en/cloud/saas/netsuite-analytics-warehouse/nsawa/predict-customer-churn.html#:~:text=1,wizard%2C%20select%20Oracle%20NetSuite%20Predictive
https://gurussolutions.com/blog/netsuite-erp-for-customer-churn#:~:text=,mining%20historical%20data%20for%20forecasting
https://gurussolutions.com/blog/netsuite-erp-for-customer-churn#:~:text=,demanded%20by%20customer%20churn%20analysis
https://csmis.org/2025/10/03/renewal-risk-assessment-and-management-key-insights-for-saas-customer-success-teams/#:~:text=1


Engagement/Support: Track customer support cases, feedback scores (NPS, CSAT), training
completed, QBR reviews. A spike in tickets or falling satisfaction correlates with churn (csmis.org)
(gurussolutions.com).
Contract/Financial Signals: Look at payment history and contract terms. Late payments, renewal
pricing disputes, or approaching end of contract without a new order are risk signals (csmis.org).
Account Characteristics: New vs. longtime customers, industries experiencing downturn, segment by
rep, etc. For example, if customers acquired in Q1 churn most often, segmenting by cohort helps
(www.netsuite.com).

NetSuite houses much of this data (billing, orders, invoices, support). If not, consider integrations (e.g.
Zendesk for tickets, Customer Success platforms). The keys are to have current data.

Saved Searches & Dashboards: Create Saved Searches with filters to flag customers meeting “red flag”
criteria. Examples:

Customers with no orders and no support activity in past X months (characteristic of churned) – use
this to find already-churned.
Customers with upcoming contract renewals (via Contract Record end date or Billings schedule) where
certain triggers occur:

e.g. no open upsell opportunities booked, complaints in last 30 days, or usage drop compared to
last quarter.

Customers with neglected accounts: e.g. no contact logged by EM agent in > 90 days and renewal in 6
months.

Workflow/Alerts can then notify account managers. For instance, NetSuite’s workflow engine could change a
field “RenewalStatus” to “Needs Attention” when a saved search criteria is met.

Custom Fields and Scoring: Define a “Risk Score” or “Risk Category” on the Customer or Contract record:

Use a numeric field (e.g. 0–100) or drop-down (Low/Med/High Risk).
Populate via a SuiteScript or SuiteFlow after computing some formula:

Example: Risk Score = sum of (normalized usages of warning conditions). E.g. +50 if NPS<30,
+30 if last payment >30 days late, +20 if no login in 2 months etc.
Many Customer Success teams advocate a simple model combining engagement, satisfaction,
and value (csmis.org) .

Those scripts can run nightly to update scores. NetSuite’s Churn Prediction app essentially does this on
its own (writing to ADW), but a custom field approach can mirror it in real-time records.

Workflows: Alternatively, create Saved Search Alerts (via SuiteAnalytics) or Scheduled Workflows that
change a “Flag” when conditions trigger. For example, a workflow on the Customer record might automatically
set a “ChurnFlag” checkbox when the subscription is terminated (Subscription record closed)
(docs.oracle.com). Or use a “Renewal Reminder” workflow to open tasks for upcoming renewals well before
expiry.
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Example Rule: A high-risk churn alert rule might be:
“If (Days since last invoice > 90) AND (open AR balance > 30% of contract value) AND (no support case in 60
days) AND (Customer’s NPS < 40), then flag Renewal Risk = HIGH.”

While such multi-factor logic isn’t innate to basic saved searches (which can AND/OR across fields),
SuiteFlow/Script can implement it. Many companies allocate a “Customer Health Score” field that rolls up such
metrics.

Renewals and Contract Management
For renewals specifically, NetSuite’s Contract Renewals SuiteApp automates creation of renewal orders
(docs.oracle.com). To flag renewal risk, consider:

Track Contract End Dates: Create a Saved Search of active Contracts within 30/60/90 days of term
end. Join with custom criteria (customer health, usage, etc.) to highlight which upcoming renewals are at
risk.
Subscription Status: If using SuiteBilling, a subscription record will normally renew automatically. You
can generate alerts for any subscription whose status changes to Cancelled/Closed or for billings
schedules missing renewal lines.
Upgrade/Downgrade Patterns: Frequent downgrades (quantity/price decreases) may precede non-
renewal. NetSuite categorizes downsell in renewal; you can filter for customers with negative churn
impact in recent periods (docs.oracle.com).
Opportunity Tracking: If you manage renewals via Sales Opportunities, stale or lost renewal
opportunities are red flags. For example, a Renewal Oppty past close date without being won could
trigger an internal "high risk" flag.
Alerts for Non-renewals: Configure the system to notify a renewal specialist immediately if a renewal
order is not generated by the expected date (or an upsell/renewal opportunity is lost).

Note: The renewal risk flag itself would typically be a custom field or status on a Contract or Customer record.
For example, GURUS suggests asking: “Does NetSuite have all churn data in one place?” If not, consider
external warehousing or scripts to align contract details with ERP records (gurussolutions.com). The renewal
flag might simply be a checkbox on the Contract (“At Risk – Renewal”) that a script or workflow sets if the
contract is closing soon and certain criteria apply.

Data Warehouse / External Analytics
NetSuite’s built-in analytics can be extended via technologies:

NetSuite Analytics Warehouse (NSAW): As noted, NSAW churn prediction can generate churn risk
scores. These can be exported (using SOAP/Web Services or the ADW) to update customer records or
feed a business intelligence system.
Middleware & BI: Tools like Coefficient (as a Google Sheets/BI connector) allow complex analysis. For
instance, a firm could import sales, order, and payment histories into an external database, compute a
multi-variate churn model, and then feed results back to NetSuite (coefficient.io) (coefficient.io).
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Integration with CRM/CS Platforms: Some companies integrate NetSuite with customer success
platforms (e.g. Gainsight, Totango). The CS platform can consume NetSuite data (contracts, support,
usage) to produce risk scores, and push alerts back (e.g. via creating NetSuite Tasks or updating fields).
SuiteAnalytics Workbook: Within NetSuite itself, Workbook allows SQL-like joins. Analysts can create
dashboards that blend contract, invoice, and support data to visually highlight declining trends. However,
as GURUS notes, SuiteAnalytics can be limited; it may not handle very large joins or advanced
calculations easily (coefficient.io) (gurussolutions.com).

When designing a churn/renewal-risk system, it is critical to ensure data quality. Incomplete contract histories,
mismatched currencies, or missing fields can distort churn calculations (gurussolutions.com). NetSuite’s
analytics assume you have all contract and revenue data in the system; if renewal orders are logged outside
NetSuite, the data must be consolidated. One GURUS guideline is to evaluate whether NetSuite houses all
churn-related data and if not, consider a data warehouse to combine ERP and billing records
(gurussolutions.com).

Implementation Example: Setting a Churn Risk Flag
To illustrate, consider this sequence for a SaaS company using NetSuite:

1. Capture Data: Ensure every subscription and contract is in SuiteBilling or Contracts. Log NPS/CSAT
scores on each customer record. Connect (or import) login counts or usage metrics into a NetSuite
custom record or via a RESTlet.

2. Create Custom Field: On the Customer record, add a field “Annual Renewal Risk (%)” or “Renewal
Risk Flag” (Low/Medium/High).

3. Define Criteria: Decide thresholds, e.g. “High Risk if no transactions in 6 months and open support
tickets >3 and balance >$0.”

4. Saved Search: Build a customer search filtering those criteria. Have the results include Risk Level, and
schedule it nightly.

5. Workflow/SuiteScript: Either allow NetSuite’s Scheduled Search email or use a script to iterate over
search results. For each customer flagged, update the custom field accordingly. (Alternatively, use a
SuiteFlow with Scheduled Action that runs a formula to set a field).

6. Alerts & Actions: Configure workflow alerts so when Renewal Risk = High, an internal task is created
for the account manager. Use email join on search if needed.

7. Dashboards: Add a KPI portlet showing count of “High Risk Customers (this month)” on an executive
dashboard, and link to a list.

8. Review & Adjust: Periodically validate which flagged at-risk accounts actually churn or renew, and
refine the thresholds (akin to a mini predictive model).

This approach aligns with common CS practices: multiple small indicators are aggregated into a risk indicator
(csmis.org) (csmis.org). In NetSuite’s environment, implementing it requires combining native tools (Saved
Search, Workflows, Custom Fields) with clear processes. The literature suggests keeping risk models relatively
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simple for adoption , which matches NetSuite’s constraints – avoid overly complex one-off codes if possible.
For complex needs, Oracle recommends weighing the cost of custom scripting vs using a purpose-built
analytics solution (gurussolutions.com).

Data Analysis and Evidence
In analyzing churn and renewal risk, data-driven evidence is essential. Here we discuss how to use NetSuite
data to calculate metrics and identify trends.

Calculating Churn Rates in NetSuite Data
Data analysts often compute churn from transaction history. A common method:

Define churner: For example, customers who had a subscription sale in the prior period but none in the
current period.
Saved Search Example: Create a Customer or Transaction search for those conditions:

Filter: Transaction Type = “Subscription Sale”, Line: yes, Date = in Year1.
Then a criteria: NOT (Transaction Date in Year2).
Count unique customers from Year1 results not present in Year2.

Alternatively, using SuiteAnalytics Workbook, one can join customers with their last invoice date and compute
“months since last purchase”. Those above threshold get flagged as churned.

The NetSuite Community has discussed churn formulas (though locked), but we have enough: CFOs will
model the financial impact. For instance, [37] gave a concrete example: 20% annual churn = 200 lost
customers from 1,000, costing $2,000 per month (www.netsuite.com). Using NetSuite’s data, one can
reproduce that by summing the profit field for lost customers.

Table of Common Scenarios:

Scenario Metric/Calculation Source

Customer Churn Rate (Customers_lost / Customers_start) × 100% General KPI guidance (gurussolutions.com)
(www.netsuite.com)

MRR Churn Rate (Lost_MRR / MRR_start_of_month) × 100% NetSuite definition (docs.oracle.com)

Net New MRR (New_MRR + Expansion_MRR – Lost_MRR) See Churn by Revenue definitions (docs.oracle.com)

Renewal Rate (Renewals_completed /
Contracts_up_for_renewal) × 100%

(Not explicitly in NetSuite docs; standard metric)

Example – Netflix vs
Hulu

Netflix ~9% yearly vs Hulu ~50% churn (subscriber
base)

Park Associates (cited in NetSuite churn article)
(www.netsuite.com)

Customer Loss Profit (Customers_lost × profit_per_customer) Tensor (profit) example (www.netsuite.com)

Table: Example churn/renewal metrics with calculations (sources from NetSuite docs and literature).
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A data analysis section should also highlight trends like cohort analysis. For example, the GURUS blog
emphasizes structuring churn models around contracts (annual vs monthly): an ERP system (multi-year
contracts) tends to have far lower churn than monthly SaaS (gurussolutions.com). Indeed, Vitally.io reports
enterprise software ~3–7% annual churn vs <monthly SaaS up to ~50% (gurussolutions.com). One could pull
industry benchmarks into a NetSuite dashboard: e.g. a gauge showing your churn vs 5% industry norm.

Case Example (Hypothetical)
Consider “Acme Software,” a SaaS with 200 enterprise customers on 12-month contracts, recorded in
NetSuite’s Contracts and Subscriptions. In January 2025, 180 of these contracts renew, while 20 do not.
Immediately, NetSuite’s churn dashboard would record ~10% annual churn in customer count. However,
further data shows: among the 20 lost customers, half had significantly dropped usage in prior quarters, and
75% had NPS < 30. Internal analysis in NetSuite (a saved search of low-usage customers) correctly identified
15 of these 20 as “high risk” in the previous quarter. Meanwhile, 30 additional customers had similarly low
usage but did renew (prompted by account action). This case highlights how usage and satisfaction data can
pre-empt contract loss, and how NetSuite’s data plus custom alerts can guide proactive retention (a practice
recommended in industry sources (csmis.org) (csmis.org)).

By quantifying these events in NetSuite (tagging transactions and customer fields), Acme can compute that
focus on the usage-drivers moved 15 out of 45 flagged at-risk to renew, improving net retention by 5%
compared to a no-action scenario. They can refine their saved search filters accordingly.

Evidence from Research
Academic studies of churn reinforce these tactics. In the Journal of Big Data, Suh et al. built a churn model for
a subscription appliance rental service and achieved high accuracy (F1=93%, AUC=88%) by using customer
contracts, usage, and payment history (journalofbigdata.springeropen.com). Their insight that retention (third
strategy) yields the highest ROI (journalofbigdata.springeropen.com) aligns with the NetSuite community view:
churn dashboards are fundamental to SaaS health (www.netsuite.com) (www.netsuite.com). The study also
notes that churn prediction enables proactive intervention rather than reactive fixes
(journalofbigdata.springeropen.com). This matches how NetSuite’s predictive app is positioned: to focus
resources on at-risk accounts (docs.oracle.com) (docs.oracle.com).

Case Studies and Real-World Examples
While specific company names using NetSuite for churn analysis are proprietary, industry literature provides
relevant examples:

Streaming Media: As cited above, Netflix (large subscriber base) lost ~9% in one year, whereas Hulu (a
competitor) lost ~50% (www.netsuite.com). Had Hulu used a system (like NetSuite) to monitor churn
metrics, it might have identified that customers were opting out of contracts at high rates. They could
then adjust features or marketing. (This example is from a NetSuite resource to illustrate churn impact
(www.netsuite.com).)
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Project Management SaaS: (From a userintuition blog example) A large PM tool provider noticed
usage drop in enterprise clients. By monitoring churn indicators (reduced logins, falling NPS) through
tools and then offering bespoke support and incentives, they increased retention by 15% in six months
(csmis.org). Though NetSuite is not mentioned directly, a similar approach would use NetSuite’s data
(support tickets, success surveys integrated into ERP) to flag at-risk enterprise accounts before renewal.

Device Rental Business: The academic case by Suh et al. (journalofbigdata.springeropen.com)
involved an electronics company whose subscription-used ML churn models to raise retention. They
identified key variables influencing churn and targeted those for marketing. In principle, a NetSuite
system could feed contract and usage data to such models; indeed, NSAW’s churn app performs
analogous computation automatically.

Internal ERP Example: One Enterprise SaaS with a sophisticated ERP (like NetSuite) might implement
a churn-risk scoring workbook. The scri[{...}pt at Coefficient shows a hypothetical use: they import
invoice/payment data via SuiteQL, compute “payment velocity trends” and risk scores, and set up alerts
when scores cross thresholds (coefficient.io) (coefficient.io). This shows how in practice companies
supplement NetSuite data to flag churn risk.

Customer Success POV: The Customer Success Management Institute (CSMIS) report recommends
multi-dimensional risk scoring (usage, satisfaction, financial) (csmis.org). A company using NetSuite for
CS might do weekly reviews of customers scoring high on all three. For example, a SaaS headphone
rental service might note that customers with low product utilization and slow payments tend to churn.
They could then create a NetSuite Report (Saved Search) listing those customers, which would
accurately predict a subset of future non-renewals.

These case sketches underscore a key point: No single metric defines churn risk. NetSuite users typically
need to integrate multiple data points. In one pipeline scenario documented by Coefficient, they even track
payment declines (cards expiring) and failed transactions as churn signals (coefficient.io).

Discussion: Implications and Future
Directions
Cross-Functional Roles
Churn and renewal risk flagging is inherently cross-functional. Finance/CFOs need accurate churn reporting to
forecast revenue (www.netsuite.com). Sales must partner in the renewal process: if Finance identifies a cohort
of at-risk customers, sales or channel teams may be tasked to renegotiate or run campaigns. Customer
Success owns proactive retention programs. The GURUS blog emphasizes the need for executive
dashboards: operational saved searches are “great for operations, but strategic dashboards [for executives]
can be limited” (gurussolutions.com). Alignment is crucial: churn numbers should flow from Sales to Marketing
to CS under a unified data model (ERP/CRM).
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Increasing Sophistication
Trends suggest companies will increasingly rely on AI/ML to tackle churn. NetSuite’s own roadmaps (and posts
by experts) hint at enhanced predictive models. The current churn prediction app in NSAW is a start – it
automates what required data science before. Tomorrow, one might imagine contract renewal risk prediction
integrated with richer data (e.g. product usage logs via IoT).

However, the industry cautions against over-complexity . Experience shows simpler models using a handful of
reliable indicators often suffice (gurussolutions.com). Many organizations already capture NPS and key
financial signals; making sure these feed into NetSuite dashboards might be more urgent than more ML.

Future of Flags in NetSuite
Oracle’s future releases may add more built-in churn tools. Meanwhile, NetSuite’s modernization (SuiteCloud
Platform, REST APIs, SuiteQL) enables tighter integration with external analytics. A possible future workflow
could be: NSAW churn model writes risk scores to a custom “Churn Risk” field on the Customer record nightly,
which then triggers SuiteFlow alerts or populates a dashboard automatically. Or, integration with Oracle’s own
Analytics Cloud could present predictive visuals.

Another trend is continuous customer monitoring. The old approach was to only look at churn at renewal
time. Modern CS teams “own risk, not just renewals” (csmis.org), meaning they want signals months in
advance. NetSuite users can follow suit by implementing real-time score recalculation (e.g. with SuiteScript +
scheduled recalcs).

Cross-Platform Considerations
Many customers use multiple systems: CRM (Salesforce), support (Zendesk), CS (Gainsight), and finance
(NetSuite). The clarity of churn/renewal risk often requires reconciling across these. For example, a customer
may have an opportunity marked “renewal lost” in Salesforce while NetSuite still shows them as active until
contract end. Integrating these signals (via middleware or SuiteTalk APIs) can close the loop. NetSuite’s data
warehouse (or any external BI) can unify “customer health” data for a single source of truth.

Strategic Importance
The pursuit of early churn detection has substantial ROI impact. As the NetSuite CFO guide points out,
translating churn into financial KPIs (like “monthly dollar churn”) helps rally the salesforce to action
(www.netsuite.com). It also helps decide whether to “fire” unprofitable, high-churn customers
(www.netsuite.com). Renewal risk flagging feeds directly into those decisions. If a large customer shows up on
dashboards as high-risk, resources (discounts, extra support) might be allocated to save them.

Finally, in a maturing SaaS market, best practices include locking in multi-year deals or offering incentives for
early renewal to mitigate risk. NetSuite can administer these via contract terms and promotions; measuring
their effect on churn becomes part of the analysis (e.g., comparing churn rates of auto-renew vs manual-renew
contracts).
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Conclusion
Effectively flagging churn and renewal risk in NetSuite demands a combination of metric understanding,
system configuration, and cross-team processes. The platform provides robust baseline tools – SaaS metric
reports, contract renewals processes, and even predictive analytics – but real-world deployment requires
customization.

In practice, firms should:

Establish Clear Metrics: Decide which churn/renewal rates matter (customer vs revenue churn, etc.)
and compute them using NetSuite’s reports and/or saved searches (docs.oracle.com)
(www.netsuite.com). Benchmarks (industry averages like 3–7% annual churn (gurussolutions.com), or
company-specific goals) should be set.
Capture At-Risk Signals: Identify factors predictive of churn (usage drop, financial stress, feedback)
and ensure they are recorded in NetSuite or connected systems (csmis.org) (csmis.org).
Implement Flags and Alerts: Use saved searches, workflows, or SuiteScript to mark
customers/contracts that meet “at-risk” criteria, and present these on dashboards or email alerts. For
example, a “renewal risk” checkbox on contracts can be toggled by automation when risk is detected.
Review and Iterate: Monitor the accuracy of your flags (how many flagged customers actually
churn/recover), and refine the logic. Incorporate feedback loops from customer success teams to adjust
thresholds and include new signals (e.g. product adoption scores).
Leverage Advanced Analytics: Where possible, use NetSuite’s Analytics Warehouse or external BI
tools for deeper modeling. Predictive churn apps can supplement human-designed rules.
Align the Organization: Ensure finance, sales, and CS all use a consistent view of churn/renewal
metrics (www.netsuite.com) (gurussolutions.com). This means dashboards should be tailored for each
stakeholder (e.g. high-level churn KPIs for executives, detailed risk lists for account teams).

By tying churn analytics to ERP-driven renewal processes, a company closes the loop between data and
action. High renewal risk flagged in the system triggers campaigns or negotiations; conversely, achieving
renewals feeds back into improving overall net retention metrics.

In conclusion, NetSuite can serve as the operational backbone for churn and renewal risk management,
provided its features are fully utilized and extended as needed. The approaches outlined here – from
understanding churn math (docs.oracle.com) (www.netsuite.com) to deploying Saved Search alerts – aim to
help organizations build a “churn risk flag” system within NetSuite. This integrated approach is supported by
industry best practices (csmis.org) (gurussolutions.com) and validated by research
(journalofbigdata.springeropen.com) (www.netsuite.com). As businesses evolve, continuously refining such
systems will be key to maximizing customer retention and predictable recurring revenue growth.

Sources: This report is informed by NetSuite’s own documentation (reports, SuiteApp overviews)
(docs.oracle.com) (docs.oracle.com), NetSuite-accredited blogs and guides (www.netsuite.com)
(gurussolutions.com), customer-success and analytics literature (csmis.org)
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(journalofbigdata.springeropen.com), and recognized industry data (www.netsuite.com) (esgsuccess.com). All
quantitative claims are cited from these sources. (Note: For brevity, references are shown as integrated
citations above.)
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Implementation and architecture

Houseblend provides NetSuite implementation, architecture and data migration services. We help teams
evaluate how business processes, reporting requirements and existing data should fit together in an ERP
environment. Training supports the people responsible for adopting and operating the resulting system.
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Our services include NetSuite integrations and customization, as well as AI integrations and AI transformation
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Improve and support an existing system

Houseblend offers NetSuite health checks, optimization, managed support and project rescue services. We
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Article examples explain concepts rather than promising a particular license, product capability, delivery
schedule or outcome. Engagement scope is confirmed with the Houseblend team.

Website: https://www.houseblend.io

This article is educational. Verify consequential medical, legal, financial, regulatory and technical decisions with appropriate professionals and the
cited primary sources. Company services are described separately from the article's research findings.

Houseblend

NetSuite consulting · ERP integration · Finance & operations Page 20 of 20

https://www.houseblend.io/services/netsuite-implementation
https://www.houseblend.io/services/netsuite-integrations
https://www.houseblend.io/services/netsuite-managed-support
https://www.houseblend.io/services/netsuite-ai-integrations
https://www.houseblend.io/contact
https://www.houseblend.io/

	NetSuite Churn Risk: How to Flag At-RiskRenewals
	In this article

	Executive Summary
	Introduction and Background
	SaaS Churn and Renewal Metrics in NetSuite
	Core Churn Metrics
	SaaS KPI Definitions

	NetSuite’s Churn and Renewal Features
	SuiteBilling and Churn Reports
	Contract Renewals SuiteApp
	SaaS Metric Reporting (by NetSuite)
	Predictive Churn Analytics (NetSuite Analytics Warehouse)
	Native Dashboards and Saved Searches

	Identifying Churn and Renewal Risk inNetSuite
	Best Practices for Churn Risk Flagging
	Renewals and Contract Management
	Data Warehouse / External Analytics
	Implementation Example: Setting a Churn Risk Flag

	Data Analysis and Evidence
	Calculating Churn Rates in NetSuite Data
	Case Example (Hypothetical)
	Evidence from Research

	Case Studies and Real-World Examples
	Discussion: Implications and FutureDirections
	Cross-Functional Roles
	Increasing Sophistication
	Future of Flags in NetSuite
	Cross-Platform Considerations
	Strategic Importance

	Conclusion
	Source links
	About Houseblend
	Implementation and architecture
	Integrations, customization and AI
	Improve and support an existing system
	Work with Houseblend



