
AN INSURANCE GIANT SAVES 
THOUSANDS BY MAKING 
THEIR RENEWALS ...   multichannel

P I V O T
printcraft



See how this insurance giant saved over 60% on postage costs, and  

increased the response on their policy renewals. Working with Printcraft 

PIVOT to develop a personalised, trigger based, multichannel campaign 

proved to be a winning formula.

Customer:  Undisclosed due to privacy laws

Industry:  Insurance

Challenges:   A poor customer experience was 
yielding low policy renewal rates. Combined with 
escalating postage and production costs this business 
centre was going backwards at an alarming rate.

Results :  With the execution of a multichannel 
campaign, production costs were significantly reduced. 
The highly personalised nature of the correspondence 
also saw better open rates and a better customer 
experience, subsequently increasing policy renewal 
numbers. 

Background 
This insurance company was heavily invested in print 
and direct mail. Renewal numbers were declining, 
while postage and production costs were continuing 
to rise. Their previous strategy included three customer 
touch points. 

• A printed reminder pack including a policy book, 
letter and membership card was posted to expiring 

customers 6 weeks out from their renewal date. 
• If they did not renew, an ‘urgent’ reminder letter 

was posted 2 weeks out from their renewal date. 

• For those who did not renew, no further contact 
was made.

• For those who DID renew, yet another mail piece 
was sent in acknowledgement.

The Challenge
While the need for change was obvious, the ‘how’ and 
‘what’ remained unclear. The company’s marketing 
team identified these key challenges.

• Low renewal rates:

• Disjointed marketing strategy;

• Poor customer journey; 

• Heavy reliance on one medium;

• Rising postage and production costs;

• Lack of personalisation;

With an existing print, mail and logistics relationship it 
was natural to have the first conversation with Printcraft 
to find a solution.



The Solution
By introducing our multichannel platform PIVOT, we 
were able to pitch a strategy that integrated both digital 
and printed mediums. A solution that was personalised, 
cleansed and updated the data on the fly, and above 
all decreased production costs and increased renewal 
numbers.

Sound simple? In actuality there were over 40 different 
rules and conditions driving the touchpoints within the 
campaign. 

The Logic Behind the Campaign
• If a customer had a valid email address the first 

reminder is sent via a personalised email 6 weeks 
out from renewal. 

• If the email bounced or there was no valid address, 
an SMS is sent requesting the customer to update 
their information. This updates the master data in 
real time. 24 hours later, a personalised email is 
then sent with the first reminder to renew.

• The customer renews, or, if there is no response 
an urgent reminder is emailed 2 weeks out from 
expiry.

Key Results & Benefits

Renewal rates doubled with highly 
personalised emails;

Email open rates were 38% 
compared to the industry average 
of 24%

60% reduction in the cost of 
postage and mail processing.

abcd@abcd.com.au

POLICY RENEWAL NOTICE
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 LOG ON TO EDIT YOUR DETAILS

       RENEW NOW
Good afternoon Sally,

Re policy : ABCD X2398

Rum venis dolorrore, et, veliam rendaeperem ea voloriae nihil issunti te reptiores excerro 
videssumquas doluptatur molorem porestist, sim harcid quibus aliti odi dolora pa nesecto 
rendipiet endanis sitaspictem sequia consedi isimilla vellati onsedit eaquat la nam quunt.
Ceri adigni sitam volupta tquaera tiatus sinum dem excest rem delici opta dem faciatum 
fuga. Piciendi cum ratecto disquam qui dolupta speriati dolorrumquam elendes as impo-
reptas cumque sam nonsed ma coreptibust aut fugitetur aut harupta cust vit quis aut quis 
ditatem restiore volum dis eligenit lat.

Otat aut dusam dolore porios aut doluptis sit experorem quo debitati consequam enihil 
ipiendunt.

Ducipic tem rerehen daeptatur, susandist, corrum estiiscipsum id eatus quae dolor sed qui 
optaqui aliquid ebitatur autem nobis pa volore necti officil maximincid quis

Name : Sally Smith

Policy : ABCD X2398
Expiry Date : 19/19/2017

Amount : $219.65

Ceri adigni sitam volupta tquaera tiatus 
sinum dem excest rem delici opta dem 
faciatum fuga. Piciendi cum ratecto 
disquam qui dolupta speriati dolorrumquam 
elendes as imporeptas cumque sam 
nonsed ma coreptibust aut fugitetur aut 
harupta cust vit quis aut quis ditatem 
restiore volum dis eligenit lat.

Otat aut dusam dolore porios aut doluptis 
sit experorem quo debitati consequam 
enihil ipiendunt.

• The customer renews, or if there is still no 
response a printed urgent final reminder is mailed 
7 days out from expiry.

• At any stage if the customer renews a confirmation 
email is sent, followed by a printed renewal 
acknowledgement.
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