B-Brain
Retention: why customers left, and who looks like them now
Twelve months to 30 Sep 2026, and the renewals of the next 180 days
Retention over the last 12 months
12 customers left in the 12 months to 30 Sep 2026, taking £443,850 of ARR.
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Source: B-Brain facts, as at Fri 9 Oct 2026; facts arr_bridge (period 12)
Why they left
[image: ]
Figure 1. The lost renewal deal's reason, as the CRM records it
Source: B-Brain facts, as at Fri 9 Oct 2026; query chat.arr_moves, chat.deals
What the lost customers had in common
16 customers have left since BB-Demo began. The largest reason by ARR is budget: 6 customers and £192,150.
budget: 6 customers, £192,150
built it in-house: 6 customers, £166,000
acquired, moved to the buyer's tool: 3 customers, £123,200
insolvent: 1 customer, £44,000
Source: B-Brain facts, as at Fri 9 Oct 2026; query chat.arr_moves, chat.deals
Every customer lost
	Organisation
	Left
	ARR lost
	Reason in the CRM

	Marchbank Couriers
	Nov 2024
	£19,500
	built it in-house

	Tannahill Systems
	Apr 2025
	£19,500
	budget

	Corriemoor Foods
	Aug 2025
	£19,500
	built it in-house

	Ardenmore Pension Administration
	Aug 2025
	£23,000
	budget

	Saltdean Hart Insurance Brokers
	Nov 2025
	£39,600
	acquired, moved to the buyer's tool

	Stainmore Haulage
	Nov 2025
	£19,500
	built it in-house

	Whitlingham Wealth
	Nov 2025
	£39,600
	budget

	Fairhallow Travel
	Jan 2026
	£39,600
	acquired, moved to the buyer's tool

	Skovdal Software
	Feb 2026
	£17,550
	budget

	Kelvinhaugh Pension Services
	Feb 2026
	£44,000
	budget

	Tidecombe Housing
	Mar 2026
	£19,500
	built it in-house

	Lornefield Pensions Administration
	Apr 2026
	£44,000
	acquired, moved to the buyer's tool

	Delancey Haig
	Jul 2026
	£44,000
	built it in-house

	Penmaen Software
	Jul 2026
	£48,500
	budget

	Ashwell Mercer Interiors
	Aug 2026
	£44,000
	insolvent

	Calderbrook Housing Group
	Sep 2026
	£44,000
	built it in-house


Source: B-Brain facts, as at Fri 9 Oct 2026; query chat.arr_moves, chat.deals
Retention, month by month
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Figure 2. Each point is the 12 months to that month end
Source: B-Brain facts, as at Fri 9 Oct 2026; facts arr_bridge (period 12)
Who looks like them now: renewals in 180 days with warning signals
	Organisation
	Renews
	ARR today
	Signals besides the price rise
	B-Brain's read

	Clonvara Insurance Services
	Sun 1 Nov 2026
	£46,800
	champion left, one admin left
	Clonvara Insurance Services at risk

	Brackwell Freight Ltd
	Tue 1 Dec 2026
	£44,000
	users down 30%+, champion left, one admin left, indexing flat, CRM duplicate
	Brackwell Freight at risk

	Dunholm Precision
	Tue 1 Dec 2026
	£51,000
	champion left, one admin left, CRM duplicate
	Dunholm Precision at risk

	Carnmoor Fleet Leasing
	Wed 2 Dec 2026
	£41,800
	users down 30%+, indexing flat
	Carnmoor Fleet Leasing at risk

	Hollins Tarrant
	Mon 4 Jan 2027
	£19,500
	users down 30%+, indexing flat
	Hollins Tarrant at risk

	Veldmaat Payments
	Tue 5 Jan 2027
	£45,000
	overdue invoice, disputed invoice
	Veldmaat Payments at risk

	Maelbeek Assurances
	Mon 1 Feb 2027
	£22,000
	champion left
	Maelbeek Assurances at risk

	Thackwray Logistics
	Sun 4 Apr 2027
	£110,000
	champion left
	Thackwray Logistics on Watch


Source: B-Brain facts, as at Fri 9 Oct 2026; facts renewals_due (180 days); get_document assessment:<org>
Actions
Clonvara Insurance Services: Lewis Kerr sends Brendan Moran and Gráinne Lynch an itemised Growth renewal quote with seat options sized to use, VAT on every line, reconciling the £55,000 deal with the executed order form.
Brackwell Freight Ltd: Tom Ashdown sends Gareth Whitlam a written line-by-line breakdown of the £50,000 renewal, with options at the size Brackwell actually uses, before the 12 Oct 2026 renewal call.
Dunholm Precision: Tom Ashdown replaces the unsigned £58,000 renewal proposal with a Growth renewal at the computed £50,000 price and sends it to Stuart Kenyon and Karen Midgley before the 27 Oct 2026 QBR.
Carnmoor Fleet Leasing: Amara Obi agrees with Kofi Asamoah which four connectors stay on Starter and confirms they are loading, ahead of the 26 Oct 2026 QBR.
Hollins Tarrant: Marcus Bell resolves the pending CRM connector failure, repoints the connectors at Salesforce and sends Rob Ellery a one-page value case before the 19 Oct 2026 renewal call.
Source: B-Brain facts, as at Fri 9 Oct 2026	Page 1
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