CASE STUDY

Identifying customer touch points and optimizing marketing
spend in real time
Results at a Glance

Increased
conversion rates

Real-time
visibility

into performance of over 200
marketing campaigns

Better
alignment

between marketing and sales
activities

Plymouth Rock Assurance uses Invoca to get the data they need to optimize
marketing campaigns that drive high-value call center traffic.

THE MISSION

Purchasing auto or home insurance can be a complex process. According
to a recent report from Invoca and Adobe, 67 percent of consumers find
the process stressful. That stress factor is a key reason many people want
to have a knowledgeable and empathetic human being walking them
through the insurance-buying process. It helps them feel more confident
that they’re making an informed purchasing decision.
Since it was founded in 1982, Plymouth Rock Assurance has expanded
significantly across the northeast U.S. Sustaining that growth and

“Invoca helps us
streamline all
the call volume
coming into
our call center,
prioritize calls,
and optimize our
marketing spend.”

supporting further expansion requires the insurance company to invest its
marketing budget into campaigns that will help it attract more customers
in all of its markets. In order to accomplish this, the fast-growing company
needed more visibility into which marketing campaigns are most effective
at bringing in new business.
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THE CHALLENGE

Phone calls from prospects are critical to Plymouth Rock’s sales process,
so the company relies heavily on marketing campaigns designed to drive
traffic to its call center. “Insurance can be a difficult product for some
people to purchase because it’s complicated. It’s essential to have a sales

“Invoca helps us
identify the last
touch point that
led to a quote or
sale, so we know
which marketing
campaign to
credit.”

team that can act as consultants to customers. Having an expert on the
line who can walk you through the process is extremely vital to sales,” said
Melissa Robinson, marketing director of operations at Plymouth Rock.
It also helps, of course, to understand what prompted a customer to call in
the first place — not only for sales but also for marketing. “It’s one of our
ongoing challenges in determining where we should allocate our marketing
dollars,” Robinson said. “You can’t just reach out to every customer and
ask, ‘Why did you call us today?”
That’s why three years ago, the company invested in Invoca’s AI-powered
call tracking and analytics platform. “Invoca helps us to understand what’s
happening with our call center traffic at any given moment. The platform
also lets us streamline all the call volume coming into our call center,
prioritize calls appropriately, and optimize our marketing spend and mix.”
With Invoca, Robinson and her team have access to critical information
about the customer journey. The platform provides real-time visibility
into the origin of purchase calls, which are one of Plymouth Rock’s main
marketing channels.
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THE RESOLUTION

To help generate new business, Plymouth Rock works with vendors who
secure leads and then forward them to the company’s call center. Realtime insights from Invoca are making relationships with vendors even more
effective. “What we learn about campaign performance through Invoca

“With Invoca, we
can act on almost
any metric, which
is really powerful.
We’re able to
gain granular
insights into our
customers.”

allows us to reach out to our vendors to tell them whether or not volume
looks good,” she explained. “And we can look at the metrics and understand
where there may be marketing campaign performance issues.”
She added, “Invoca helps us to make real-time decisions about where
we should move our marketing dollars to help drive more traffic. Every
campaign is clearly differentiated in the platform, and the reporting is
user-friendly and helpful.”
Robinson said the ability to take “different cuts” of data in Invoca for
reporting is another benefit. “I can look at things from a high-level and see,
‘This state is driving more volume than this other state.’ Or, ‘Vendor A is
driving more volume than Vendor B.’ Or, maybe I want to look at conversion
rates. ‘Well, this conversion rate is low. Why is this happening?’ Invoca helps

me see all of that and more. The system is so flexible and customizable, it allows me to look at the business
through my lens.”
Bridging the gap between marketing and sales
Invoca provides a centralized system for routing calls to Plymouth Rock’s call center, which gives the company
more visibility and control over its call traffic. “Without Invoca, it would be challenging for us to understand the
call traffic that’s coming in. And every moment that we don’t have insight is an opportunity that we can’t get
back.”
Plymouth Rock is now catching more of those opportunities by monitoring call and campaign activity through
the Invoca platform.

“Invoca gives me real-time insight into conversion rates that allows me to
make decisions that help bridge the gap between marketing and sales.”
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THE RESULTS

Increased
conversion rates

Real-time
visibility

into performance of over 200
marketing campaigns

THE NEXT CHAPTER

Better
alignment

between marketing and sales
activities

Plymouth Rock looks forward to working closely with Invoca to gain even
more information about callers coming into the company’s marketing
ecosystem. “The Invoca team has already been a great partner in helping
us get the most from the platform,” Robinson said.
One of the goals for Plymouth Rock’s marketing team is optimizing call
routing by integrating user data in Invoca to know who is calling in, what
their potential ROI is, and how they should place them in a call queue.
She added, “The insights we get from Invoca can help us understand who
is calling and how to prioritize calls — things that smart marketers will need
to do to stay relevant in a highly competitive marketplace.”

“The insights we get from Invoca can help us understand who is
calling and how to prioritize calls.”

Learn more about how leading marketers are using
AI-powered call tracking and analytics to drive revenue at invoca.com/customers.

