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The insurance industry has always been data driven. 
Companies collect troves of data about their operations 
and their policyholders, and applications of predictive 
analytics and machine learning in the insurance industry 
are increasingly common. A study from Willis Towers 
Watson  found that over 90 percent of P&C insurers 
surveyed say that machine learning models have had a 
positive impact on business performance. 

However, just as data scientists are in perpetual short 
supply, so are machine learning resources in insurance 
companies. Operational efficiency, claims processing, 
fraud detection, and risk assessment capture the lion 
share of that scarce resource in large organizations. In 
smaller organizations like regional insurance companies, 
brokers, and agencies, these big data analytics 
operations are typically out of reach cost-wise.

With custom scoring-as-a-service solutions from Fenris 
Digital, carriers, brokers, agencies, and intermediaries can 
cost-effectively find out what they need to know about 
customers and prospects with just a name and address. 
The results? An informed and personalized customer 
journey that can optimize channel performance, 
accelerate growth, and reduce the cost of customer 
acquisition. In this paper, we’ll look at three use cases 
to show how it works.   

Use case:  
Optimize call center operations
Because call centers are expensive operations, our 
customers want to be sure they prioritize pre-qualified 
prospects that they send into this channel. With the 
right insights into propensity to buy, propensity to 
churn and profitability, companies can use Fenris’ 
scoring to triage leads early on — with a higher degree 
of accuracy than business rule-based triaging — and 
prioritize the most qualified leads in the call center by 
using smart routing. 

For one customer, Fenris instant scoring assigned 
inbound calls a ranking of 0 – 4, with a score of 4 being 
“4x more likely to close.” By prioritizing the 4xers, this 
company increased close rates by 5% and generated 
a 25% revenue growth by closing better prospects—
adding millions of dollars to the bottom line.

Predictive scoring works for outbound call center and 
agency operations as well. High-volume outbound 
marketers can pay anything from a few dollars 
per lead to up to $75 or more. When a call center 
consumes 1,000 leads a day or more, with a typical 
conversion rate of 2 percent, those leads carry a high 
customer acquisition cost. For leads that answer the 
phone and stay on the line, operators can spend 10 
or 15 minutes in determining whether or not the 
prospect fits the company’s profile of a desirable (i.e., 
profitable) customer, adding to the acquisition cost.  

Customized applicant scoring helps reduce the cost 
of acquisition by allowing marketing organizations 
to identify as early as possible in the customer 
acquisition funnel whether or not a lead is likely to 
buy, and if it converts, whether or not the lead will 
become a high-value, persistent customer. With 
the right insights into propensity to buy, propensity 
to churn and profitability, companies can instantly 
identify leads that are up to 4x as likely to convert and 
profitably contribute to the book of business. 

This intelligence can also help address the biggest 
pain point for call centers: high operator turnover. 
With custom predictive scoring and our segmentation 
engine, companies can classify prospects into 
segments, based on their own criteria, to drive 
differentiated call center scripts that enable the 
newest operators to be as effective as seasoned call-
takers. Moreover, increased success with closings can 
help reduce agent churn.

Business Case

Accelerate Business Growth with Customized Machine Learning Predictive Scoring for Insurance • 2



Business Case

Use case:  
Personalize the online  
customer journey
Consumers today expect a seamless and highly 
personalized online experience thanks to e-commerce 
retailers’ investments in machine learning. Knowing  
as much as you can early in the online process can  
help insurance companies provide an Amazon-like 
customer experience. 

For example, with our proprietary data, you can learn 
whether the prospect owns or rents, or how many 
vehicles and drivers are in the household, or what 
credit tier they are most likely to belong to. Use that 
information to personalize the customer journey by 
offering products that are most likely to be the best fit.  

Prefilled application questions can help you battle 
drop-off or “long form fatigue” that leads to high 
abandon rates for online applications. Once you  
know who will become your best customer with 
scoring, it makes sense to streamline the application 
fill for a more “swipe” to verify information and less of 
a “type” journey. 

Custom Fenris Digital scoring can include factors such 
as likelihood of requesting a quote and indicators 
of persistency that can help companies accurately 
respond to online inquiries and requests when 
customer commitment is low, prior to incurring the 
high cost of reports based on FCRA-regulated data. 

Use case:  
Re-marketing and cross-selling  
during moments that matter
Every month, roughly five percent of policyholders 
experience a significant life changing event, such  
as a move, a new baby or a change in marital  
status. According to McKinsey & Company, these 
moments that matter translate into policyholders  
or prospects that are up to 14x more likely to buy a 
new insurance product. 

Our life events monitoring products can tell you 
instantly whether an applicant or policyholder has 
experienced a recent life event that would increase 
propensity to buy, helping your agents shape live 
discussions. Or, with our service that sends nightly 
notifications of life changes, you can integrate alerts 
into your CRM system to trigger automated outbound 
marketing actions such as sending email or direct mail 
to your most receptive audience.

Fenris can include recent life events as features of 
custom predictive scoring that recommends the next 
best action to take. The results, in addition to top-
line growth, include a personalized experience for the 
policyholder, higher conversion rates for prospects, 
improved retention, and stronger relationships that 
can lead to increased customer loyalty. 
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1 Willis Towers Watson, 2016 Predictive Modeling Benchmark Survey (U.S.). https://www.willistowerswatson.com/en-US/insights/2017/03/
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How custom scoring-as-a-service works
Fenris Digital creates a custom machine learning algorithm that 
scores applicants based on a company’s unique target profiles and 
desired customer characteristics. The results are based on analysis of 
thousands of data points across our curated, non-FCRA data sources 
that cover 255 million individuals and 130 million households in the U.S. 

Using an API, our service is integrated with customer workflow 
technologies to deliver a prospect score in milliseconds, using solely 
the prospect’s name and address. The process is automated and, 
depending on the client’s user interface design, can be entirely 
transparent to the end user. Pricing is per-API call and is a fraction of what it would cost to have your own data science 
team and acquire and curate multiple third-party data sets. Models are continuously tuned to prevent drift and to 
continuously learn from results, so that your scoring algorithm is unique in optimizing your end results. 

Why choose Fenris Digital
Fenris is an insurtech company established by insurance and data experts to reduce friction, improve results, and 
reimagine the customer acquisition experience. With millions of applications scored, our clients are seeing up to a 4x 
increase in conversions, a 25 percent reduction in cost of acquisition and up to 80 percent reduction in manual effort.

For a free trial of our standard prospect scoring algorithm, contact us at hello@FenrisD.com,  
or visit us at www.FenrisD.com today.
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