Guardian Life Insurance to Retain B2C Customers

Case Type: improve profitability.

Consulting Firm: Strategy& (formerly Booz & Company) first round job interview.

Industry Coverage: life & health insurance.

Case Interview Question #00787: Your client The Guardian Life Insurance Company of America is a life
insurance firm founded in 1860 in Manhattan, New York Clty New York Itis one of the largest mutual life
insurance companies in the U.S. Guardian sells a vanety of products mdudmg Irfe insurance, disability
insurance, dental insurance, 401(k), and annuittes. - -~~~ .~

Life insurance market in New York City is a fragmented market wﬂh‘around 10 major players The cllent
Guardian Life Insurance is one of the Ieadlng o ¥
observing a very sluggish growth in the past 3—4,y“ Al

Question 1: The client's proﬁts are decreasmg in the past 5 years What factors could affect profitability?
Additional Information: Only prowde if asked - X d e : 3

= Revenues are decreasmg at an increasing rate, costs are constants.

= The clienf's new cuslomers are mcreasmg every year, repeat customers are decreasing.

Possible Answer: :

Suggested Approach Profrts Revenues Costs

Revenues:

= incremental premium from new customers

= recurrent premium from existing customers

= interests from investments (if mentioned, the candidate demonstrates excellent knowledge of
insurance business).

Need to distinguish between B2C and B2B segments

Costs

operational costs

reclaims (related to the “nisk profile” of the customer base)
= branding

Suggested Solution |

Thus, the loss in the premium from repeat customers 1s causing the decrease n profits. In what segmenis
(B2C B2B or both) is this decrease happening? Assume the problem is concentrated in the B2C

segment




Question 2: Well now that we know the client is facing issues of retaining B2C customers. How would
you suggest approaching this problem? Ask the candidate for some hypothesis to see how creative the

candidate is.
@ For each hypothesis the candidate can asses by market research, with personal interviews with

customers that have defected the client. Assume that hypothesis 3 is supported by the market research.

Hypothesis 1:

! =  Bad product? =
5 =  Product is too expensive compared wrth cumpentmn’?
= Benefits of the life insurance are lowar vs cumpehturs‘?
= Not enough "value-for—money”? B =
= Are reclaims well ma,naged?, -
= |[s life insurance "packa'ged“’
: packagmg this product too?
Hypothesis 2: '

= Are compehlurs targ tl £ ase |
C petftors offerh dles of life ity +/ oM Irance customer base?

channels do not ret

® Banks or Institutes
B Brokers and Agents
B Call center

@ Online

Policies Issues (only provide if asked)
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