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Customer Health Scoring in NetSuite: Signals
that Predict Churn and Expansion

Customer health scoring is a key practice in Customer Success that aggregates multiple behavioral and
financial metrics into a single indicator of how healthy each account is. In effect, a high health score
means a customer is engaged, satisfied, and likely to renew or expand, while a low score signals risk of
churn. By “unifying multiple pieces of information to build an exact understanding of a customer'’s total
engagement and loyalty” (Source: www.clickinsights.asia), a health score lets companies spot trouble

early and seize growth opportunities. For example, a high score “indicates preparedness for extra
product offerings and necessary updates,” enabling proactive upsell campaigns (Source:
www.clickinsights.asia). Conversely, declining scores can trigger retention efforts to prevent attrition.
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NetSuite itself does not provide a built-in, composite health score for customers. It does offer useful
churn and upsell reports — for example, a Churn by Customer report that tallies how many subscriptions
ended each month (Source: docs.oracle.com), and an Upsell Manager that identifies products often

bought together (Source: docs.oracle.com) (Source: docs.oracle.com) — but it cannot natively combine

diverse signals into a single "health” metric over time. As one analysis notes, NetSuite “shows individual
transaction records” but “can’t calculate composite health scores or track behavioral changes over time"
(Source: coefficient.io). In practice, organizations using NetSuite build their own health scores by pulling
data (via saved searches, SuiteQL, or integrations into analytics tools or spreadsheets. This lets them

compute key indicators (payment patterns, usage rates, etc.), weight them, and assign each customer to
a segment (e.g. Healthy, At-Risk, Critical) (Source: coefficient.io).

Below we review the most important signals accessible through NetSuite data that commonly predict
churn (risk of losing a customer) or expansion (opportunities to upsell/cross-sell). By monitoring and
scoring these signals, companies can proactively address at-risk accounts and flag accounts ready for
growth.

Signals Predicting Churn (Attrition)

1. Declining or Irregular Payments: Customers who start paying late, stretch out invoice periods, or skip
renewals often signal trouble. In NetSuite, aging_receivables or suspended subscriptions can be
immediate red flags. More systematically, you can compute a “payment frequency” metric from payment
records: compare each customer’s recent payment intervals to their historical norm. Large deviations
(e.g. long gaps between payments now versus a shorter average previously) can drop the health score.
For example, Coefficient's methodology suggests building a payment frequency score by comparing
current vs. past patterns (Source: coefficient.io). In general, consistent, on-time financial commitment
is a positive sign, whereas intermittent payments or paused billing often precede churn (Source:
www.clickinsights.asia). NetSuite's Sales Order and Payment records, combined with Customer data, can

be pulled into a workbook to calculate rolling averages and flag any sudden declines in payment activity
(Source: coefficient.io).

2. Shrinking Order Volume or Revenue: A straight drop in sales is a classic warning. For any given
customer, track total spend or number of orders over time. A sustained downward trend — fewer or
smaller sales orders this quarter than last — means engagement is waning. In practice, teams compute
metrics like rolling order volume averages or percentage change in sales and look for declines (Source:
coefficient.io). In NetSuite, one can use saved searches or SuiteAnalytics to total each customer’s order
amount per period and flag big drops. (Note that NetSuite's Subscription “Churn by Customer"” report
reports when subscriptions end (Source: docs.oracle.com), but you may need custom reports for partial
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churn like declining usage within an active contract.) Similarly, finding that a customer’'s monthly
recurring revenue (MRR) is declining — even if they haven’t completely churned - should surface as an

at-risk signal.

3. Gaps Since Last Purchase: If a customer goes unusually long without a new order, they risk churning.
NetSuite's predictive analytics app highlights this: it flags a customer as churned if “the gap from today
to the last purchase in days falls in the 90th percentile of all historical delays” for that account (Source:
docs.oracle.com). In other words, if the time since their last sale is much longer than normal for your

base, treat it as a near-term churn event (unless they renew soon after). You can implement a similar
check by calculating days-since-last-order for each customer and setting threshold alerts. NetSuite's
saved search can filter customers by “last purchase date < [X months ago]” or you can use the Analytics
Warehouse churn feature (Source: docs.oracle.com) to automate this signal.

4. Decreased Product Usage/Engagement: For product businesses (especially SaaS), usage metrics
are critical. If a customer’s users stop logging in or using key features, the customer likely isn't getting
value and may leave. For example, Jenny Campbell, VP of Customer Experience at DiscoverOrg, stresses
that active usage of purchased licenses correlates strongly with retention. In their analysis,
companies that purchased 100 user seats but only a small fraction of those users actually logged in
regularly were at high risk of churn (Source: www.churn.fm). Conversely, accounts with nearly all seats
actively used and integrations enabled were "much, much stickier." In NetSuite, you might track usage via
integration logs or custom “usage count” fields. Drop-offs in logins, exports, or key actions (configured
as fields or separate metrics in NetSuite) should decrement the health score. A related point: failure to
integrate the product with a customer’s system (e.g. not using a native CRM integration can likewise

indicate weak adoption. DiscoverOrg found that customers who did not use the available
Salesforce/Marketo/HubSpot integrations tended to churn more easily (Source: www.churn.fm).

5. Support & Satisfaction Signals: A spike in support tickets or growing unresolved issues is a warning.
While not always stored in NetSuite, your support case system'’s data can be linked (e.g. via SuiteAnswers
or API) to flag trouble. In general, an increasing volume of complaints, repeated escalations, or slowed
response times all correlate with customer dissatisfaction. For instance, a rise in support tickets or
unresolved issues can lower the health score, since it often precedes a contract termination. Likewise,
poor survey scores (low NPS/CSAT) are classic churn predictors. (Though surveys aren’t in NetSuite by
default, you can import scores from tools like Qualtrics or SurveyMonkey.) In practice, teams incorporate
these qualitative signals where possible. As one resource notes, tracking “"Support Ticket Trends” (e.g.
number of open tickets, average resolution) provides an “unambiguous picture of customer satisfaction”
and can indicate churn (Source: www.clickinsights.asia).

6. Contract or Order Changes: Watch for strategic downgrades. If a customer reduces their
subscription level, cuts seat counts, or cancels add-on products, that is often a precursor to full churn.
This can show up in NetSuite as change orders or credit memos. For subscription businesses, triggers
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like stopping auto-renewal or moving to a lighter plan in their next renewal should immediately reduce the
health score. If possible, flag any cancellation of a product or service for review. (Again, NetSuite's churn
reports capture full subscription cancellations (Source: docs.oracle.com), but partial downgrades require

custom detection.)

In summary, churn indicators often include: irregular/delayed payments and renewals, declining order
volume, long gaps without new orders, dropping user or license usage, surges in support issues, and any
contract downgrades. By scanning NetSuite data (orders, AR, custom usage fields, support integrations)
for these patterns, you can score each customer’s health continuously. For example, a simple scoring
model might subtract points for each late invoice or missed renewal date, and award points for recent on-
time payments and frequent logins. Accounts that fall below a threshold are flagged “At Risk” so
Customer Success can intervene.

Signals Predicting Expansion (Upsell/Cross-sell)

On the flip side, certain signals suggest a customer is a good candidate for expansion (upsell or cross-
sell). Tracking these helps you focus sales/resource efforts to grow existing accounts.

e High or Increasing Usage Relative to Plan: If customers are consistently bumping against or
exceeding their usage limits, they may be ready to buy more capacity. For example, if an account is
using 90% of its data storage or user seats, it's effectively maxing out its plan. Tracking usage
percentage (actual usage divided by allowed limit) is critical. Many companies set a threshold (say
80-90%) and alert Sales when an account crosses it. For instance, one automated playbook
suggests using a formula like =IF (UsagePercent>80%,"UPSELL READY","") 1o tag accounts
approaching their limits (Source: coefficient.io). Likewise, analyzing usage growth trends over time
can flag customers on an upward trajectory; even before hitting a hard limit, a steady rise in usage
indicates expansion potential. (In NetSuite, you'd pull usage metrics via SuiteQL or custom records,
combine with subscription tiers from the customer record, and compute usage vs. allowance ratios
(Source: coefficient.io).)

e Cross-sell Opportunities from Buying Patterns: Often, expansion isn't just more of the same
product, but adding related products. NetSuite's built-in Upsell Manager and Upsell features
leverage historical correlation data to pinpoint these. The Upsell Manager wizard lets you pick an
item (or category) and see other items frequently bought by customers who purchased that item
(Source: docs.oracle.com). For example, if 40% of customers who bought Laptop A also bought

Service Plan B, then any customer who has Laptop A but not the plan B is a prime target. The wizard
creates a customer list for those partial buyers. Similarly, each customer record in NetSuite has an
Upsell subtab showing “suggested upsell items that sold well with items [the] customer purchased,”
including a correlation percentage (Source: docs.oracle.com). Leveraging this, a customer who
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currently buys product X but hasn't purchased a commonly associated product Y can be scored as
an expansion opportunity. In short, high historical co-purchase counts and correlations (as provided
by these NetSuite tools) serve as quantitative expansion signals (Source: docs.oracle.com) (Source:

docs.oracle.com).

o Feature Utilization and Gaps: For customers using only base/standard features without exploring
higher tiers, there is latent expansion value. A signal of this is “feature gaps” — heavy usage of core
capabilities but zero use of premium ones. The customer clearly finds value (good usage) yet hasn't
tapped the advanced product line. Studies on upselling note that "users embrace fundamental
features but ignore premium features” is a “solid sign of an upsell opportunity,” indicating “dormant
value" waiting to be unlocked (Source: www.clickinsights.asia). In NetSuite terms, you could track

module usage or feature-flag fields: if a client uses Basic Inventory heavily but has never purchased
the Advanced Inventory module, that discrepancy could up their score for cross-selling that module
(Source: www.clickinsights.asia).

e Growth or Business Triggers: Major positive events at a customer’s company often coincide with
product expansion needs. Examples include fresh funding rounds, acquisitions, rapid hiring, or
opening new offices. These are works-hours outside NetSuite typically, but if you maintain customer
account attributes (like SIC codes, or CRM deals of expansion type), you can approximate. Even
simple cues—one might track lead source or custom fields for “expansion signals”. For instance, RFM
analysis (Recency, Frequency, Monetary) can be reframed: a customer with very recent purchases
(R), high order frequency (F), and high total spend or contract value (M) is usually ripe for an upsell
push (Source: www.clickinsights.asia). By pulling each customer’s last order date, count of orders,

and total lifetime value from NetSuite, you can compute RFM scores and rank who deserves attention
(Source: www.clickinsights.asia).

e Positive Engagement and Satisfaction: High net promoter scores (NPS), positive feedback, and
feature requests are qualitative green flags for expansion. If a customer raves about the product or
actively requests new features/modules, that signals readiness to grow. While these aren't in
NetSuite's core ERP records, you can import CSAT/NPS survey results or feedback forms into a
custom record. In practical terms, teams consider high satisfaction (especially accompanied by other
quantitative signals) as justification for prioritizing upsell campaigns.

In summary, expansion indicators generally involve increasing customer usage/spend, strategic product
gaps, and historical buying patterns. Tactics often include monitoring usage thresholds (Source:

www.clickinsights.asia), employing NetSuite's upsell correlation tools (Source: docs.oracle.com) (Source:

docs.oracle.com), and using data-driven segmentation (RFM scores and feature usage gaps (Source:

www.clickinsights.asia) (Source: www.clickinsights.asia). Accounts meeting these criteria get marked as

"Expansion Ready” — for example, one might add points to the health score when usage >80% or when a
cross-sell recommendation exists for that customer.
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Building and Automating Health Scores in NetSuite

To operationalize these signals, teams typically aggregate and score the indicators into a composite
health metric. A common approach is to export relevant NetSuite data and use formulas or a Bl tool to
calculate sub-scores and a weighted sum:

e Data Import: First, gather the necessary data. Use NetSuite's SuiteAnalytics or saved searches
(possibly via CSV export or the new SuiteAnalytics Workbook interface) to pull in each customer's
transactions, payments, contacts, subscription details, support cases, and any custom usage data.
For example, a playbook suggests importing Sales Order and Payment records into an external
worksheet to combine order-volume and payment-timing metrics (Source: coefficient.io). You might
use the "Records & Lists” CSV import or SuiteQL queries for this. Include customer master fields
(segment, size, industry) as dimensions too. This consolidated dataset is the foundation for multi-
variable health scoring (Source: coefficient.io).

¢ Calculate Individual Metrics: Next, create calculated fields for each signal. For instance, compute
“days since last order,” "% of plan used,” “total $ this quarter,” “support tickets this month,” etc. Use
Excel or a Bl tool's functions (SUMIFS, rolling averages, countif) to quantify trends and patterns. For
example, you could set up an Excel formula to compute usage as =UsedSeats/TotalSeats*100 and
then flag any over 80% as "threshold breach” (Source: coefficient.io). Similarly, a formula could
compare the past six months' average order volume to the prior six months' average, giving a
percentage change. These calculated metrics are your predictors.

e Composite Scoring: Now combine the metrics into a single score. Assign weights based on
business priorities (e.g. payments might be worth 30%, usage 30%, support 20%, etc.), and sum
them into a composite score or health percentage. Coefficient's example suggests creating a
weighted model and even segmenting customers into Healthy, At-Risk, and Critical tiers (Source:
coefficient.io). For instance, an account with frequent late payments and declining sales would score
negative on both, pulling down the overall health percentage. You might use conditional logic (e.g.
=IF (PaymentScore<50, -1, 0) )or weighted average formulas to do this automatically. Many teams

maintain color-coded status (green/yellow/red) based on score bands.

e Automation and Alerts: It's crucial to refresh scores regularly (daily or weekly) and act on changes.
Automated scheduling (via saved searches push to email or a tool like Coefficient) can update the
entire dashboard as new transactions come in (Source: coefficient.io). Use conditional formatting or
workflow alerts: for example, send an email alert when a customer’s health score drops below a
threshold or usage exceeds a limit. Coefficient suggests setting up dashboards to monitor the
distribution of health scores across all customers and define rules to email teams when a score
crosses into “Critical” (Source: coefficient.io). In NetSuite, you could achieve similar alerts through
SuiteFlow triggers on custom fields, or use the Reminder/Alert portlets with saved search criteria.
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e Use NetSuite Features: Don't overlook SuiteAnalytics and Al tools. NetSuite’'s Churn Prediction
(Analytics Warehouse feature) can be enabled to classify and predict churn automatically (Source:
docs.oracle.com). Meanwhile, built-in Upsell Manager tools can generate candidate lists for

expansion based on item correlations (Source: docs.oracle.com) (Source: docs.oracle.com). These

can supplement your custom scoring. For example, if the Upsell Manager finds a 60% correlation
between products A and B for a customer, you could internally boost the expansion score if B isn't
yet bought. You can also use SuiteQL to pull data for refresh of your external scoring system, or
embed SuiteScript modules that calculate simple indicators (like adding a “Last Activity Date” field
on the Customer record).

In practice, many NetSuite-based companies tie health scores back into CRM or success workflows. A
low score might trigger a task for a Customer Success rep to call the client; a high expansion score might
create a pipeline opportunity in CRM. The key is to operationalize: use the signals to drive real actions
(retention campaigns, account reviews, upsell emails) rather than letting the data sit idle.

Summary

In sum, customer health scoring in a NetSuite environment means mining your ERP/CRM and support
data for behavior patterns that historically predict churn or expansion, then combining them into a clear
metric. Churn signals include deteriorating financial behavior (late payments, lower spend), declining
usage and adoption, and increasing “noise” from support or lack of engagement (Source: coefficient.io)
(Source: www.churn.fm). Expansion signals include rising usage (especially past plan limits), significant
purchases of core features with untouched premium features (Source: www.clickinsights.asia) (Source:

coefficient.io), and product correlations unearthed by upsell tools (Source: docs.oracle.com) (Source:

docs.oracle.com).

Although NetSuite doesn't hand you a health score on a platter, you can leverage its data plus built-in
reports to assemble one. Automated analysis (via SuiteAnalytics, scripting, or third-party tools) can keep
scores current and actionable. Ultimately, a robust health scoring system in NetSuite lets your teams
“prevent churn before it happens” and "turn usage growth into revenue growth” (Source: coefficient.io)
(Source: coefficient.io), by surfacing at-risk accounts early and seizing expansion opportunities at the
right time.

Sources: NetSuite's own documentation and case studies (e.g. churn and upsell reports (Source:
docs.oracle.com) (Source: docs.oracle.com), Coefficient.com playbooks on health scoring (Source:

coefficient.io) (Source: coefficient.io), customer success best practices and analytics guides (Source:
www.clickinsights.asia) (Source: www.churn.fm). These illustrate how behavioral, financial and usage

data combine to signal a customer’s health.
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About Houseblend

HouseBlend.io is a specialist NetSuite™ consultancy built for organizations that want ERP and integration projects
to accelerate growth—not slow it down. Founded in Montréal in 2019, the firm has become a trusted partner for
venture-backed scale-ups and global mid-market enterprises that rely on mission-critical data flows across
commerce, finance and operations. HouseBlend’'s mandate is simple: blend proven business process design with
deep technical execution so that clients unlock the full potential of NetSuite while maintaining the agility that first
made them successful.

Much of that momentum comes from founder and Managing Partner Nicolas Bean, a former Olympic-level athlete
and 15-year NetSuite veteran. Bean holds a bachelor’s degree in Industrial Engineering from Ecole Polytechnique
de Montréal and is triple-certified as a NetSuite ERP Consultant, Administrator and SuiteAnalytics User. His
résumé includes four end-to-end corporate turnarounds—two of them M&A exits—giving him a rare ability to
translate boardroom strategy into line-of-business realities. Clients frequently cite his direct, “coach-style”
leadership for keeping programs on time, on budget and firmly aligned to ROI.

End-to-end NetSuite delivery. HouseBlend's core practice covers the full ERP life-cycle: readiness assessments,
Solution Design Documents, agile implementation sprints, remediation of legacy customisations, data migration,
user training and post-go-live hyper-care. Integration work is conducted by in-house developers certified on
SuiteScript, SuiteTalk and RESTlets, ensuring that Shopify, Amazon, Salesforce, HubSpot and more than 100 other
SaaS endpoints exchange data with NetSuite in real time. The goal is a single source of truth that collapses
manual reconciliation and unlocks enterprise-wide analytics.

Managed Application Services (MAS). Once live, clients can outsource day-to-day NetSuite and Celigo®
administration to HouseBlend's MAS pod. The service delivers proactive monitoring, release-cycle regression
testing, dashboard and report tuning, and 24 x 5 functional support—at a predictable monthly rate. By combining
fractional architects with on-demand developers, MAS gives CFOs a scalable alternative to hiring an internal team,
while guaranteeing that new NetSuite features (e.g., OAuth 2.0, Al-driven insights) are adopted securely and on
schedule.

Vertical focus on digital-first brands. Although HouseBlend is platform-agnostic, the firm has carved out a
reputation among e-commerce operators who run omnichannel storefronts on Shopify, BigCommerce or Amazon
FBA. For these clients, the team frequently layers Celigo’s iPaaS connectors onto NetSuite to automate fulfilment,
3PL inventory sync and revenue recognition—removing the swivel-chair work that throttles scale. An in-house
R&D group also publishes "blend recipes” via the company blog, sharing optimisation playbooks and KPIs that cut
time-to-value for repeatable use-cases.

Methodology and culture. Projects follow a "many touch-points, zero surprises” cadence: weekly executive
stand-ups, sprint demos every ten business days, and a living RAID log that keeps risk, assumptions, issues and
dependencies transparent to all stakeholders. Internally, consultants pursue ongoing certification tracks and pair
with senior architects in a deliberate mentorship model that sustains institutional knowledge. The result is a
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delivery organisation that can flex from tactical quick-wins to multi-year transformation roadmaps without
compromising quality.

Why it matters. In a market where ERP initiatives have historically been synonymous with cost overruns,
HouseBlend is reframing NetSuite as a growth asset. Whether preparing a VC-backed retailer for its next funding
round or rationalising processes after acquisition, the firm delivers the technical depth, operational discipline and
business empathy required to make complex integrations invisible—and powerful—for the people who depend on
them every day.

DISCLAIMER

This document is provided for informational purposes only. No representations or warranties are made regarding the
accuracy, completeness, or reliability of its contents. Any use of this information is at your own risk. Houseblend shall not be
liable for any damages arising from the use of this document. This content may include material generated with assistance
from artificial intelligence tools, which may contain errors or inaccuracies. Readers should verify critical information
independently. All product names, trademarks, and registered trademarks mentioned are property of their respective owners
and are used for identification purposes only. Use of these names does not imply endorsement. This document does not
constitute professional or legal advice. For specific guidance related to your needs, please consult qualified professionals.
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