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A Client in Crisis

Our client, a Spokane-based insurance provider, 

built a strong reputation in the insurance space by 

offering coverage to high-risk drivers, particularly 

those with alcohol-related offenses. Besides 

providing SR-22 for high-risk drivers, they also 

provided a broad range of other insurance 

products like home, auto and motorcycle 

coverage.

Despite having a solid revenue stream, they were 

facing growing operational challenges. Their 

team of less than 50 employees couldn’t keep up 

with the demands of both inbound customer 

support and outbound sales efforts, creating 

bottlenecks that hindered their growth.

They needed a solution—fast.
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Bottlenecks, Burnout and
Missed Opportunities
As the business grew, the strain on the team 

became palpable. The company’s growth was 

blocked by a series of interconnected challenges:
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1. Overstretched Team Resources

The small team was struggling to balance the demands of inbound customer support and outbound 

sales efforts. Inbound queries often took precedence, leaving little time for proactive sales follow-

ups. This imbalance led to missed sales opportunities and bottlenecks that restricted growth.

Missed Revenue: Outbound sales follow-ups were delayed, causing leads to go cold.

Burnout Risk: Team members were feeling the strain of managing too many tasks at once, 

leaving them vulnerable to burnout.

2. Limited Communication Methods

The client's sales team was limited to a phone-only outreach strategy, which was restricting their 

ability to engage prospects effectively. Without follow-up emails or text messages, many leads 

were lost after just one missed call.

One-Dimensional Outreach: Without secondary communication touchpoints like emails or 

texts, leads were abandoned too early.

Unexplored Opportunities: The lack of follow-ups meant potential sales were being left on the 

table.
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3. Scalability Constraints

Although the client had a steady revenue stream, their limited resources made it impossible to scale 

their sales operations to meet growing market demand. They couldn’t handle both inbound and 

outbound efforts at the same time, preventing them from capitalizing on growth opportunities.

Growth Inhibitor: The inability to scale meant that the client was not realizing its full potential 

for expansion, and this also kept the team size restricted.

Under-Resourced: The team’s limited size was restricting their ability to increase their lead 

volume.

The Client Realized They Needed
Expert Support
Facing operational stagnation, the client realized that incremental 

changes wouldn’t suffice—they needed a comprehensive overhaul. 

Their team was overstretched, their systems weren’t built for scale, and 

missed sales opportunities were becoming routine. That’s when they 

sought FBSPL’s support to rapidly regain control and position 

themselves for long-term growth.



A Comprehensive
Framework for Growth
The client chose FBSPL due to proven successes in 

transforming customer support and lead generation 

for insurance businesses. Our team quickly got up 

to speed and leveraged deep expertise in lead 

management and multi-channel communication 

strategies to design a strategic roadmap to turn 

things around. We focused on addressing 

immediate bottlenecks while setting the foundation 

for scalable, sustainable growth. Here’s how we 

helped the client get back on track:
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1. Optimizing Lead Scoring and Segmentation

We introduced a lead scoring system to ensure that the sales team could focus on high-potential 

prospects first. This allowed the client to prioritize their resources more effectively, ensuring that 

sales efforts were targeted where they would deliver the most impact.

Prioritizing High-Value Prospects: By segmenting leads based on engagement and potential, 

the client could focus on leads that were most likely to convert.

Resource Optimization: The sales team was able to focus their time and energy where it 

mattered most, boosting efficiency and improving conversions.
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2. Expanding Communication Channels

Recognizing the limitations of their phone-only outreach, we introduced a multi-channel 

communication strategy that included email and text messaging. This allowed the client to engage 

leads through multiple touchpoints, increasing the likelihood of conversion.

Multi-Channel Engagement: Emails and texts were added to complement phone outreach, 

improving overall engagement.

Automated Follow-Ups: We set up automated follow-ups through email and text, ensuring that 

leads were re-engaged even if the first attempt didn’t succeed.

3. Enhancing Call Efficiency

Though the team was making 30–50 calls a day, these weren’t simple interactions. Each 

conversation was detailed, often engaging multiple stakeholders, requiring in-depth attention. We 

optimized the call process to ensure each conversation was as productive as possible.

Value-Driven Conversations: We enhanced the quality of each call, ensuring that 

conversations were focused on driving value and moving leads further down the pipeline.

Optimized Call Timing: Calls were strategically timed based on the prospects' time zones, 

increasing the chances of connecting with leads when they were most available.
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4. Resolving Technical Barriers and Enhancing Scalability

FBSPL worked closely with the client’s IT team to resolve remote connection issues that had cropped 

up and brought into place an integrated file sharing system for smooth operations.

Seamless Remote Access: The client’s team could access critical systems quickly and efficiently, 

leading to faster response times and smoother hand-over to their sales team.

Scalable Systems: These small but significant scalable solutions allowed the client to manage 

increased demand without overextending their resources.

Turning Challenges into Success
With FBSPL’s support, the client didn’t just resolve operational bottlenecks—they thrived. Our 

strategies delivered measurable improvements across the board, quickly transforming their business 

into a more efficient, growth-ready organization.

The feedback received during this transformation highlighted several key improvements. The client 

appreciated the new outreach procedures, noting that the team effectively utilized a combination of 

phone calls, texts, and transfers to enhance engagement with prospects. This multi-faceted 

approach resulted in agents achieving up to 15 sales in a single week, which contributed to a 

25% boost in overall revenue. 



Employees experienced improved morale, with 85% indicating that they felt less overwhelmed by 

their workloads, allowing them to focus more on quality customer interactions.
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50% Increase in Sales Conversions
Achieved through multi-channel outreach and improved lead management.

55% Increase in Quotes Generated
Thanks to enhanced prospect qualification and seamless handoff between pre-sales and sales teams.

50% Overall Increase in Sales
Automation of follow-ups and deeper prospect engagement boosted overall sales performance by half.

35% Faster Customer Response Times
Optimized remote access and workflow improvements led to quicker response times and improved customer 

satisfaction.

Automated Multi-Channel Follow-Ups
Ensured leads remained engaged through phone, text, and email, significantly improving conversion rates.

90% of High-Potential Leads Nurtured
Tailored communication strategies and timely follow-ups ensured nearly all high-potential leads were nurtured 

effectively.

The client expressed confidence in the team’s newfound procedures, highlighting their 

professionalism and the effectiveness of the outreach strategies. Overall, these operational 

enhancements were acknowledged as pivotal in supporting the client’s growth ambitions and 

ensuring that no sales opportunities were left on the table.



Setting the Stage for
Future Growth
Thanks to the strategic partnership with FBSPL, the 

client now has a solid foundation for future success. 

Our scalable processes and multi-channel 

strategies have positioned them to handle rising 

demand while maintaining exceptional service 

standards.
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AI-Driven Lead Scoring: We are exploring the use of AI to further refine lead prioritization and 

improve the client’s conversion rates.

Real-Time Reporting Dashboards: We plan to introduce real-time dashboards to provide 

instant insights into sales performance, allowing the client to make more agile, data-driven 

decisions.
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Achieved through multi-channel 
outreach and improved lead 
management processes.

50%
Increase in Sales 
Conversions

Through improved prospect 
qualification and lead handoff 
processes.

55%
Increase in Quotes 
Generated

Thanks to strategic pre-sales 
efforts and automation of 
follow-ups.

50%
Increase in 
Overall Sales

Achieved by optimizing 
remote system access and 
internal workflows.

35%
Faster Customer 
Response Times

Automated 
Multi-Channel 

Follow-Ups

ü Via phone, text, 
and email

ü Boosting re-
engagement rates

ü Minimizing lost 
leads.

Re-engaged leads 
and minimized 
losses through 

phone, text, and 
email for 

maximum impact.

Through tailored 
communication strategies 

and timely follow-ups.

90%
of High-Potential 
Leads Nurtured



Kudos!

Got our first prospect to an 

agent and it looks like it will sell.

Client liked the price.

Great work Team!
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$770 premium.

Nice work Team.  Kim ended the week 

with 15 sales.  Yours put her into the 25% 

tier for bonus.  Really proud of this!

Hear it From
Our Client
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USA

2578 Broadway #568

New York, NY 10025-8844

Mo. +1-240-979-0061

India

F-37, IT Park, MIA Extension, 

Udaipur, Rajasthan, 313002

Mo. +91-977-277-9996

UK

281 Kenton Rd

Harrow, Middlesex, HA3 0HQ

Mo. +1-240-979-0061

Canada

197 Orton Park Rd

Scarborough (ON), M1G 3H2

Mo. +1-240-979-0061

Thank You!

Reach out 24/7


