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OVERVIEW

In the competitive health insurance industry, agent performance is a critical driver of success. However,
one of the largest health insurance providers faced significant challenges in monitoring and optimizing
agent productivity. The absence of a centralized system to track key performance indicators (KPIs)
hindered the company's ability to set data-driven targets, identify top performers, and address
underperformance across its vast agent network.

Whiteklay implemented a comprehensive Agent KPl Dashboard to streamline performance tracking,
enhance sales efficiency, and improve customer retention. This solution empowered the insurance
provider to make real-time, data-driven decisions, boosting overall operational efficiency.

OBJECTIVE

The primary objective of the project was to implement a centralized system for tracking agent
performance across sales, customer engagement, and policy renewals. The solution provided a unified
view of agent activities across regions and products, enabling real-time monitoring of critical KPlIs.
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PROBLEM IDENTIFICATION
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Lack of Real-Time Inefficient Performance Limited Visibility into Customer Retention
Insights Tracking Agent Activities Issues

TECHNOLOGY REQUIREMENTS

To meet the client's needs, Whiteklay leveraged advanced data integration and visualization technologies,
including:

(i Data Integration Tools:
\a) Consolidated data from disparate sources into a unified platform.

Cloud Infrastructure:
Ensured scalability and accessibility across multiple regions and devices.

Visualization Platform:
Provide interactive dashboards and real-time data visualization.
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Performance Tracking Algorithm:
Developed to monitor and calculate key agent performance metrics.
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SOLUTIONS

Whiteklay designed and deployed a comprehensive Agent KPI Dashboard tailored to the insurance
provider's needs.
Key features of the solution included:

Centralized Data Integration

Consolidated performance data from various sources into a unified platform, providing a holistic view
of agent activities across regions and products.

Real-Time KPI Monitoring

The dashboard tracked and visualized critical performance metrics, including:
« Total Premiums Written: Value of insurance policies sold by agents.
» Number of Policies Sold: Count of new policies sold per agent.
« Policy Renewal Rate: Percentage of policies renewed by existing customers.
+ Average Revenue per Policy: Income generated per policy sold.
» Customer Retention Rate: Percentage of customers renewing policies.
« Customer Satisfaction Score: Customer feedback on service quality.
« Commission Earned: Amount earned from policy sales and renewals.
+ Claim Ratio: Proportion of claims processed versus total policies sold.
+ Average Policy Processing Time: Time taken to process and finalize a policy.

Advanced Visualization Tools:

Using Apache Superset, the dashboard provided interactive, drill-down capabilities, enabling managers to
analyze agent performance in detail and identify trends or anomalies.

Performance-Based Incentives

The system automated the calculation of commissions and highlighted top-performing agents, facilitating
the implementation of performance-based rewards and recognition programs.
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KEY RESULT
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Key Performance Improvements (September 2024)
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Increased Sales Efficiency

The ability to recognize and reward top-
performing agents resulted in a 18.39%
improvement in sales efficiency, with best
practices replicated across teams.

Improved Agent Productivity

Managers could set realistic, data-driven
performance targets, leading to a 22.99%
increase in agent productivity.

Real-Time Decision-Making

Access to live performance data
empowered managers to make timely
decisions, boosting agent output and
cutting response times to issues by 27.59%.

27.59%

13.79%

Enhanced Customer Retention

By tracking customer satisfaction and
retention rates, the provider optimized
customer service processes, resulting in a
13.79% increase in customer retention.

Net Sales Growth

Net Sales at Rs 4,058.37 crore in September
2024 up 17.24% from Rs. 3,461.72 crore in
September 2023.

Schedule free demo: Contact Us — Whiteklay

LEARN MORE AT:
https://www.linkedin.com/company/
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