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CASE STUDY

“Inquiries that used to take months can now be resolved in minutes, without having to use outside consultants or vendors. Our marketing efforts are more efficient and cost-effective. We are more easily able to expand our products and services and we possess the framework to extend into other markets.”








Karen Gross








Direct Marketing Manager

Changing the way you approach new customers certainly has its challenges. When Arbella Insurance Group began selling automobile coverage directly to the Connecticut consumer in 1997, rather than through independent agents as it does in other markets, it knew no ordinary marketing system would suffice. To successfully launch this effort, Arbella had to establish a state of the art, multi-channel direct marketing program. As the centerpiece, it envisioned a dynamic marketing system that would provide a high level of customer intelligence and analytical support. Furthermore, the new system had to be versatile enough to meet the varying needs of three departments: marketing, information systems and actuarial.  

Marketing needed a campaign management tool to run a multi-channel direct marketing operation, understand response rates and identify new prospect opportunities. IS required an open-ended system that could draw data from various sources without complex conversions or cumbersome migrations. Actuarial needed a flexible analytical tool capable of producing complex reports that measure the effect new customers have on the bottom line. 

While Arbella knew what it wanted, it needed a partner who had expertise in designing powerful, easy-to-use solutions that could be implemented quickly.

After a thorough search, Arbella selected Paragren Technologies. “They were a breath of fresh air,” exclaims David Cerruti, project leader at Arbella. “Paragren knew what questions to ask, helped us understand what would be required, and worked with us to develop and implement solutions to meet the needs of our users.”

“We were impressed with everyone at Paragren,” adds Karen Gross, Arbella's direct marketing manager. “They possess a tremendous background in database marketing and know their product well. After talking with them, we were confident we were heading in the right direction.”

Paragren provided the marketing department with a desktop solution users could access and control on-the-fly. A prospect database, with a complete contact history, allows marketing to measure and estimate the long-term profitability of new customers. In addition, the system works on finding cross-selling opportunities within the database. Soon, the marketing department will employ predictive models and other targeting techniques. 

“In the past, we had to rely on outside service bureaus to apply our model, segment the list and perform list pulls for each direct marketing campaign. Then, we would append the mail codes to our prospect database,” says Gross. “With One-By-One, we can automate our direct marketing campaigns, using only half the time and manpower. This translates to a savings of thousands of dollars to our bottom line.”

For IS, a flexible architecture was established, leveraging existing technology investments. At its heart is One-By-One® Application Server, a powerful engine that rapidly extracts and aggregates data into a unified, logical, customer-centric framework. The new architecture is low maintenance, which fulfills the IS department's need for a sophisticated system void of complex requirements.

“The One-By-One Application Server is the key product,” notes Cerruti. “I know of no other product that can pull information from a marketing database and place the data into an easy-to-use analytical tool. It delivers data without pain and can build a relational model while avoiding the usual layers of complexity. More importantly, our database is not adversely affected by changes in data.”

Before the new system was in place, the actuarial department would pull data and place it into spreadsheets. “Now, we can search for data on-the-fly and the graphical interface is easy to use and follow” states Betsy Branagan, Arbella's senior manager of actuarial. “We also have access to demographics we wouldn't be able to get otherwise.”

With a comprehensive customer and prospect database, the three departments now have the functionality needed to make Arbella’s new direct marketing venture a success. “The foundation has been laid,” Branagan elaborates. “We now have the ability to analyze our book of business - right at our fingertips. Further, we can monitor it in multiple ways. Our data is simply easier to analyze with the Paragren solution.”

Paragren’s strong training services compliment its easy-to-use software. “Paragren is good at education,” Branagan states. “They start with casual conversation and progress to classroom training before hands-on experience.” After a brief overview of the Paragren products, Branagan was comfortable enough to conduct basic inquiries as soon as she returned to her desk. “The training needs are fit to the individual,” she adds.

Cerruti concludes, “This complex project is a tremendous success because the combination worked. Paragren provided outstanding consulting services and finished the project on time, within budget. They exceeded our expectations.”

About Arbella…

Arbella Insurance Group, located just outside Boston in Quincy, Massachusetts, is the state's largest writer of commercial automobile and second largest in personal automobile policies, as well as one of the top 90 property and casualty companies in the United States. The company began operations in 1988 and has over 1,000 employees. Every year since 1993, Arbella has received an A- (excellent) rating from A.M. Best Company, the oldest and most experienced rating agency in the world.

About Paragren…

Paragren Technologies delivers optimized relationship marketing. By integrating innovative software, services and market intelligence, Paragren enables businesses to discover, establish and grow profitable customer relationships.

“We recognized it as a strong product and knew it would pay dividends now and in the future.”

Betsy Branagan

Senior Manager, Actuarial

