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| * Now: CRM Marketing Manager at
He“O. Policygenius

*  Then: Digital Experience Manager at
Pluralsight, Marketing Manager at
Smarterer and a few other things.

- Let’s chat: @jess_owen or
jessica.owen@policygenius.com
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Agenda 1. Intro: Meet Policygenius!
2. How to: Identifying and prioritizing

opportunities for personalization

3. Case studies: Adding personalization
through email and SMS

4. Questions
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Policygenius

Policygenius makes it easy to
compare and buy insurance.

N

Our customers find Policygenius

dqrmg some of th.e I?lggest s ;@
milestones of their lives. S =—
S=
———

Our focus today: Examples from
our life insurance product.
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Omnichannel from
quote to in-force

Policygenius

Policygenius

Congrats! You’re

We saved your covered. Now what?

quotes!
N Thanks for ina auotes with To make your transition from applicant to
” ed t our life policyholder simple, we built a handy

* Most of our life insurance
customers have a 4-6 week
journey from start to finish. = rermcepy

guide to answer the top questions our

We'll cover:

v/ Notifying beneficiaries

Policygenius leverages email, Your quotes for o Fangadem
SMS and direct mail throu 3500.000/20years Q) v sy

lterable during this journey to

$16-40 P.S. We're not going anywhere! You can

keep customers informed about
their next steps. ¢

§~ LOWEST PRICE
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Insurance customer journey

Compare & PR IerE Phone Sl Underwriting Policy is live!
save quotes policy with agent

4-6 weeks
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¢¢

“The experience of using Policygenius to get new life insurance policies for my
wife and | was excellent. Website was great, email communication spot on,
timely text messages and great personal customer support.

A great example where the proper use of technology is disruptive in this
competitive and confusing environment.”

Darren W.

Policygenius customer
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Flexibility is key

Iterable’s flexibility makes it @ o k‘ -
kit —,

possible for us to leverage many unbounce
features, channels and services to

test and measure our

personalization hypotheses. /\ w
Five?
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ldentify & prioritize opportunities
for personalization




" /

Focus on location

Jun - Thursday

After you’ve seen the sights, your next stop will be the
city’s local hot spots. Discover how the locals live with one
right by your side.

o Airbnb builds an itinerary for
customers based on location
and travel dates.

® Makes it easy for customersto " Eany seens e0mu- a0
e . . A Crysu_il Mirror Space Lakehouse Jazz
fill in the blanks of their trips. s 141 miles away
.7 miles away *k kK 413reviews

*hkkhkyd 4reviews
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Airbnb o
tome

Apr 29 View details

@ airbnb

Hi Jessica,

If you've been eyeing Other (Domestic), look no
further.

To kick off your search, try checking out some of our
travelers’ favorite Other (Domestic) homes:
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Airbnb

VSR W SN

If you've been eyeing Other (Domestic),

If you've been eyeing , look no
further.

To kick off your search, try checking out some of our
travelers’ favorite Other (Domestic) homes:
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Prioritizing personalization opportunities

Demographic First-touch Product experience
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Prioritizing personalization opportunities

Product experience

What did they see
online?

What products are
most valuable to
them?

When did they visit
your site?
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Getting started

Where does personalization add the most value?

How does the information you know about a customer
change the message you’d convey to them?

How does personalization align with your product or
shopping experience?
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Add personalization at each
step of the funnel




Where are we?

Compare & Apply for a
save quotes policy
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CASE STUDY: [

Saved quotes

Policygenius

; / Term Life Policies
v ) $500K / 25 Yrs. Standard, fixed-rate (level) policies
e Ourtop of funnel conversion /o % “ Ganwerlie 32740,
journey starts when a =
customer saves quotes for life _ e [AIG 2932 _

insurance, but abandons the
site before applyingfora
policy.

e Wereceive a lot of mformatlon
about their journey to this
point but only have the
customer’s email address.
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Activation: Addressing common barriers

What prevents our customers from applying for life insurance?
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Activation: Addressing common barriers

What prevents our customers from applying for life insurance?

Big picture

Why are customers
abandoning our site in
the first place?
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Quotes in confirmation email

Focused customers on their
lowest price & included

transparency for other quotes. + l O O/O

Dynamically personalized
content based on how many
qguotes customers had and what
coverage amounts they
reviewed.

conversion from saving quotes to
submitting a life insurance application

ACTIVATE19
Presented by: QW



Policygenius

We saved your quotes!

Thanks for comparing quotes with Policygenius! We're excited to make your life
insurance application as easy as possible. Believe it or not, we really like this
stuff. You can access your saved quotes here:

VIEW QUOTES AND APPLY

Your quotes for $750,000 / 20 years

ACTIVATE19

Presented by: @lfem%



Subject Pl =SV | () SEND PROOF-..

We saved your life insurance quotes!
Load user data

jessica@example.com & LOAD USER DATA CLEAR USER DATA

Policygenius
1
2 "latest_app_details_term": "2@",
"en-i 3 cv=-0-i - ium": " "
We saved your quotes! 3 "sa-policy-0-nonthly-premiun’: 40.22",
Thanks for comparing quotes with Policygenius! We're excited to make your life insurance g
application as easy as possible. Believe it or not we really like this stuff. You can access your 7
saved quotes here: g
10
_ 2
VIEW QUOTES AND APPLY 12
13
14
15
16
Your quotes for $1,750,000 / 20 years Y
View all 4 quotes L 2" ® Lo " Eendnnacens Sugt et h o amants beein

¢~ LOWEST PRICE

Load data feed data
$40.22

Banner APPLY NOW User Feed v & LOAD FEED CLEAR DATA FEED
MONTHLY

= = K& Coda - nowarad hv aca
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' Subject

We saved your life insurance quotes!

Policygenius

We saved your quotes!

Thanks for comparing quotes with Policygenius! We're excited to make your life insurance
application as easy as possible. Believe it or not we really like this stuff. You can access your
saved quotes here:

IIHHHIHHHHHHIHH!HHHHHI

Your quotes for $250,000 in coverage

View all 4 quotes

‘¢~ LOWEST PRICE

86.15
$ Banner APPLY NOW
MONTHLY

£ REFRESH PREVIEW (% SEND PROOF...

Load user data

& LOAD USER DATA CLEAR USER DATA

christina@example.com

241

242

243

244

245

246

247

248

249 -

250

251

252

253

254

255

256 o ; . )
257 "workflow-saved-quote-type": "whole-life"
258

LILZD7  LULD M1 LI SLLES SureLLEU

Load data feed data

User Feed v & LOAD FEED CLEAR DATA FEED

= = K Coda - nowarad hv aca
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Setting audiences

Received information via

Segment about quotes viewed.

Used that data to determine
which of four key audience
buckets a user fell into to
divide traffic in our Saved
Quote flow.

ACTIVATE19

%
SQ8@ - QUOTES

=4
0 users here | Node ID: 396517

© Send email
LIFE_SQ_Email00_01222019 campaign...

Delay for 1 day

S
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Where are we?

Apply for a Phone call
policy with agent

ACTIVATE19 presented by: @ iferable



CASE STUDY: B

Phone call with agent

Life Insurance

lessica Shopping Advice My Policies

e Our mid-funnel journey starts / | s Here's what happens next:

) + One of our licensed experts will review your
B SecureFiles

after a user applies for life »

QUICK START + For regulatory compliance, we're then required to

insurance online. [ 1 cetaust

® Ask an Agent

confirm your details over the phone.

‘\ [ — YOU'VE BEEN SELECTED FOR

e Afteranonline application = _—= # e o Find B> FASTTRACK
they need to Complete a phone : - Skip the wait. We can expedite your application! ;;‘g;ggo

If you call now, your application can be processed

call with a member of our team .\

Call now to move forward

to verify their ID and finalize 855-289-6450
some last questions. 4

application.

R
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Nurture: Addressing common barriers

What prevents our customers from completing their required phone call?
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Nurture: Addressing common barriers

What prevents our customers from completing their required phone call?

Do customers
understand why they
need to talk to us?
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Personalized SMS from our agents

If a customer doesn’t pick up
when we first call, how can we
convince them to call us back?

We made it clear there’s a
human on the other end of the
line ready to get you to the next
step.

ACTIVATE19

+209%

inbound calls

+25%

conversion to next step in life
insurance funnel
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il VZW Wi-Fi = 517 PM 66% @l )

< 0

(646) 233-2072 >

Text Message
Today 5:17 PM

Hi Jen, it's Kadeem from
Policygenius. Just tried calling
re: your life insurance
application. | know it's a pain,
but we have to confirm your
application over the phone. Call
us at 855-892-4051 when you
can!

Talking to an insurance company
on the phone might sound like a
chore, so we introduced our team
of licensed experts to humanize the

process.

Kadeem leaves the customer a voicemail, and

Iterable powers a follow up SMS to give context for
the missed call.

® 9 ()
+ ODOO o g

N\
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Never finished

Start with touchpoints where we have the best right to win, and then
roll out learnings across later campaigns.

For Policygenius, this means starting with our “confirmation” messages
in our activation and nurture flows before rolling out the findings to
other campaigns.

Activation: Focus on customer’s lowest price

Nurture: Form a human connection
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Before we go

Iterable empowers Policygenius to
infuse education & personalization
throughout our journey to help
customers overcome the barriers
they face in getting insurance.

As a result, we’re helping more
customers get the financial
protection they need.
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Thank you.

@jess_owen
jessica.owen@policygenius.com

/// Jim
| ,‘1 ;‘i ' r ............
| e
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