REDUCE CUSTOMER
CHURN
Retain at-risk policyholders
and transform them into
loyal brand advocates.

When a large life and health insurance provider found themselves losing policyholders more quickly than
their internal team could manage, they turned to a company with decades of experience managing customer
relationships and analyzing customer retention and loyalty.
The Opportunity
Retention and loyalty are key components of any successful business strategy. With the challenge to reduce
policyholder churn and increase loyalty, an Afni solution helped a large life and health insurance provider protect brand
advocacy and manage risk associated with renewal policy timeframes. Using a team
of Afni dedicated outbound retention specialists – each licensed as
insurance agents in 50 states – we interacted with policyholders
across four separate at-risk target groups,
including policyholders who have:
Indicated a desire to surrender their policies.
Requested duplicate copies of their policies.
Received a 30-day policy renewal notice.
Received direct mail associated with
policy change recommendations.

The Solution
Afni insurance agents worked with each policyholder to ensure they understood all the options available, asked
probing questions to offer customized recommendations, advised on insurance strategy, and attempted to retain
them by reinforcing the value and benefits of the policies. Through this process, we offered several
recommendations to our client to improve their program.
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Available reporting did not show the ROI and impact of the
program and detail by policyholder so we built reporting
that tracked policyholders contacted, policyholders
retained, and dollars saved.
Opportunities to write new business were not being
capitalized upon so we made a business case to be able to
write new policies.
The independent agent force was disconnected from the
retention process and lacked the understanding of how to
start the conversation. We offered our assistance to work
directly with the agent force as needed.

Real Results
The results speak for themselves. Because of our interactions and retention efforts, Afni saved the client $260 million
in policyholder value over six years. Over a two-year timeframe, Afni wrote $12.5 million in new policies. Finally, we
partnered with the insurance company agents and provided retention strategies and best practices.
Channel: Outbound Voice
Solution: Retention & Loyalty
Industry: Insurance
Location: Bloomington, IL

About Afni
Afni provides customer engagement
solutions at each step in the customer
journey. Our performance, consultative
approach, and industry expertise have earned
the trust and partnership of many of the world’s
leading brands. We’re a mid-sized BPO with the
ability to scale to your needs, plus the flexibility to
deliver real results quickly. Customer growth, care &
retention, consumer collection, insurance subrogation,
and more. Start a conversation with us to learn more.
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