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TODAY WE WILL TALK ABOUT…

• Why capture and intelligent use of real-time customer data is 
key to your success in driving sales and reducing costs.

• Customer-Centricity, what it  means to carriers, brokers, TPAs, 
employers and employees, and why it drives sales.

• How data analytics and ‘test and learn’ using artificial 
intelligence can transform your customer engagement and 
marketing, reduce your costs, and dramatically increase your 
sales and ROI.

• How new technology can transform not just the enrollment 
experience, but provide hugely valuable customer insights, 
and give you a sustainable competitive advantage over your 
industry peers.



AFINIUM

• Afinium – 20 years experience of data-driven 

marketing across multiple industries.

• Harnessing data and technology to 

generate sales. 

• Personalizing individual user experiences.

•…If you can’t measure it, you can’t fix it.



CUSTOMER CENTRICITY

• What does it mean and so what?

• Moving from Product-Centric to Customer-

Centric.

• Using customer data to transform the 

enrollment experience.

• And provide valuable insights that increase 

sales and customer lifetime value (ROI).



DATA DRIVEN VS. STATIC ENROLLMENT 

• Creates an interactive personalized journey for each
customer that emulates the service provided by your 
best sales advisor.  

• Educates, informs and instantly responds so that sales 
opportunities are never lost. 

• Provides customer-centric tools and functionality that 
maximize the value of your broker and client 
relationships.

• Data analytics and automated algorithms provide 
continuous measurement, reporting and increase your 
ROI.



PERSONALIZED  VS. GENERIC MARKETING

• 63% of consumers reported they may defect 
from brands due to irrelevant content.

• Of that group, 41% would consider ending a 
brand relationship due to irrelevance. 

• 22% already have.

Source:www.mindfereinc.com



Insurance sector shows highest response rates across 

all industries for personalized campaigns

Industry Campaigns Visit Rate Response Rate

Advertising, PR & Marketing Services 22 5.61 3.42

Apparel & Accessories 2 13.3 0.18

Art, Media & Entertainment 7 4.32 2.74

Automotive 136 1.54 1.12

Construction 4 1.04 0.38

Consumer Electronics 2 3.59 2.4

Education 92 3.24 2.01

Financial Services 60 4.28 3.15

Food & Beverage 1 1.51 1.49

Furniture & Appliances 1 3.65 2.23

Government 5 11.97 8.40

Health Care 22 3.93 2.10

Hotels & Travel 3 3.37 0.36

Insurance 13 13.88 10.7

IT, Software & Hardware 16 4.25 2.12



THE ABILITY TO CREATE COMPETITIVE ADVANTAGE USING ANALYTICS 

SURGED DRAMATICALLY IN 12 MONTHS, IMPACTING THE BOTTOM-LINE
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PLATFORM OBJECTIVES

• To help carrier and brokers / TPAs win and retain 
business through added value tools and 
features.

• To personalize the journey for each customer 
and make it easier for them to understand and 
purchase products.

• To support automated sales and marketing to 
increase sales and reduce costs, using self-
learning data analytics and algorithms.



STREAM





EVENT TRIGGERED VIDEO

• Answer questions & identify when 

someone needs help….



CONTEXT BASED VIDEO

• Triggered by client profile and behavior.



INTELLIGENT CALL CENTER/BROKER AND 

SALES CHANNEL INTEGRATION



SECURE DATA RETENTION ALLOWS MEMBERS 

TO PURCHASE AT LEISURE



HTML5 AND MOBILE DEVICES



MULTI-LEVEL REPORTING PROVIDES VALUABLE 

INSIGHTS FOR  BROKERS AND CLIENTS



NOW YOU HAVE CUSTOMER INSIGHTS…

• Data analytics and personalization allow you to 

identify and respond immediately to sales 

opportunities before they are lost.

• Understand what your customers really think and to 

steer and guide them.

• Monetize your client relationships & increase their 

lifetime value.



MONETIZING CUSTOMER DATA…..



MAXIMIZING LIFETIME VALUE

• Stream can interpret and understand individual 

behavior and preferences.

• Instantly steer the conversation or transaction, using 

predictive signals and algorithms.

• To ensure sales opportunities are never lost.



MEASURABILITY

• Enrollment technology that tracks all customer 
interactions creates:

• Better understanding of customer behavior, 
needs & preferences.

• Personal web communication & marketing portals 
for each customer based on this.

• Timely, regular follow-up to increase cross-sell and 
customer lifetime value.



THE FUTURE

• In today’s world, customers expect companies to 

know who they are, and deliver an experience that 

reflects that knowledge.

• Using platforms that enable the customer 

experience to be automatically personalized is fast 

becoming a necessity.

• Companies that fail to understand this are getting 

left behind by nimbler, more savvy competitors.



THE FUTURE IS NOW

• Capture and intelligent use of customer information 

is the key.

• Personalizing the customer experience = increased 

sales.

• New technology allows this to be done seamlessly 

and easily.

• And on a larger scale than previously possible.
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