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A leading mortgage provider
How a quality-driven provider increases ROI

The Challenge

A leading mortgage provider was generating leads through a direct response television
campaign and was unhappy with the service and conversion rates they were getting with their
current call center provider. The company’s decision to do business with that provider had been
based solely on cost, and now they were investigating the business case for using a higher end
call center provider. Would the increased call center cost of using a quality-driven provider be
more than compensated for by an increased conversion rate?

The Solution

InfoCision analyzed the cost components for this client and was able to show that the media
cost to drive each call was so much greater than the call center cost for that call that the
resultant ROI was so heavily dependent on conversion rate that it makes the call center cost per
minute almost negligible. InfoCision agreed to a no-risk test to prove the validity of our analysis.

The Results

Our superior conversion rate, along with the increases in utilization and decreases in
abandonment rate that we achieve through fully integrated call blending, led to a decrease in
this client’s cost per lead of almost $30, representing a 35% decrease in their overall cost, even
with InfoCision’s slightly higher quoted cost per minute.

Competitor InfoCision
Calls Received 242,236 211,365
Conversion 42.37% 63.52%
Media Cost $5,268,633.00 $4,597,188.75
Cost Per Minute $0.62 $0.79
Utilization 67.56% 75.26%
Abandon Rate 7.56% 3.75%
Average Handle Time 4.25 4.10
Leads 84,322 126,333
Cost Per Lead $79.47 $50.95
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