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The risks that the insurance industry has to deal with in the 
process of transitioning into the sustainable development space 
are going to be interconnected, diverse and complex. However, 

there is no better industry that has at its core the ability to 
understand, manage and mitigate risk like the insurance 

industry. For this reason, it is without any shadow of a doubt 
that the insurance industry has a pivotal role to play in 

helping Nigeria transition to a resource-efficient, socially 
inclusive, climate and disaster-resilient, and low-emission 

economy.

Concluding Remarks
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B2C CUSTOMER LIFECYCLE 

MANAGEMENT WITH DATA 

SCIENCE TECHNIQUES AND                

TOOLS
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PROLOGUE

In this presentation, I shall be discussing on the following:

❑ Contexts: CLM, Data Science, Insurance B2C, CRM Application

❑ The use of  modified AIDA framework called AIDA’R’ to understand the  concept of  CLM;

❑ Lead management as an important concept for CLM

❑ Some data science tools and techniques applicable for use in insurance B2C

❑ A scenario that fits into this discussion

This presentation will last for about 35 minutes with another 10 minutes for questions and answers

Enjoy!
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MOTIVATIONS
❑The insurance industry is challenged with developing the retail business unit

❑Most of the efforts in developing B2C have not yielded the desired expected

❑This is a mass market endeavour, it is rewarding to develop mass market inclined solutions

❑The use of data techniques and tools have been successfully applied in other sub-sectors

of BFSI (Banking, Financial Services and Insurance )

❑The insurance industry has most of the requirements to achieve a data-driven retail

business units.

❑The same data-driven approach is also applicable to Business Development and Financial

Modeling for insurance B2C
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s

THE INSURANCE INDUSTRY  

❑ Insurance B2C policies are mostly sold than bought

❑ Insurance policies are discrete and contractual

❑ Customer retention is low

❑ Product knowledge from the consumers perspective is low

❑ Most of  the products target older generations

❑ The Millennials are not fully integrated to consumption chain
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TERMS



Chartered  Insurance Institute of Nigeriawww.ciinigeria.org

110

SCENARIO
Your company strategically intends to increase her retail business 

from the present 5% to 35 %  of  the total revenue, over the next 3 

years and to 60 % in the next 5 years. 

You have been promoted/assigned with the responsibilities of  

driving this vision. Part of  the expectations include: 

❑ cost cutting strategy, 

❑ increase in the number of  policy holders, 

❑ high percentage of  customer retention; and 

❑ commensurable turnover. 

You have just be informed of  your new responsibilities in any of  the 

scenarios below:
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Roles And Responsibilities
Titles Departments Responsibilities Business Types Products

Executive Director Marketing, Business 

Development, 

Customer 

Management, 

Product

Development, 

Strategy, e-Business

Increase the bottom 

line of  your company

Life Insurance Auto Insurance 

Householder 

Insurance Personal 

Accident Insurance 

Contractor All Risk 

Professional 

Burglary Insurance, 

Good-In-Transit 

Insurance, Tenant 

Insurance, Takaful 

Insurance Products

etc.

General Manager By Reducing your 

operating expenditure

General Insurance

Deputy General 

Manager

Step your position in 

the industry

Takaful Insurance

Assistant General 

Manager

Develop business 

intelligence playbook 

for your company

Health Insurance

Head of  Department Craft a mid-term 

strategy 

Insurance Agency, 

Micro Insurance 

Companies and 

Insurance Startup

Chief  Customer 

Officer

Insurance Brokerage
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STEPS YOU MIGHT TAKE

❑ Develop business strategy (PESTEL analysis, SWOT analysis and Michael Porter model)

❑ Product-Market Matrix (Market Penetration, Product Development, Market Development, Diversification)

❑ Portfolio Analysis (BCG Portfolio Model (Market Share/Market Growth Rate) to determine Star,    Cash Cow, 

Question Mark and Dog)

❑ Product Lifecycle Management: Development (ideation to go-to market and anything in-between (planning, 

developing, launching, managing, and improving)), Introduction, Growth, Maturity and Sales Decline.

❑ Market research and analyses: is there any shift in the product requirements, demographic variations from previous 

bases 

❑ Data Management strategy (understand your goal, identify and understand the data you need, know how and where 

to generate them, process your data, apply the right algorithm and analytics on the data, and take actions)
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Initiate

Keep old 

strategy and 

improve on it

Define new approach to getting the 

business done 

Evaluate possible strategies and methodologies

Evaluate existing products and see if  some 

have reached end of  life cycle 

What product can you improve on 

What is the best marketing strategy

How best to get the policy holders

How best to retain them

Identify cross selling opportunities and earn 

income through referral commission

Execute

N

o

Yes
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Let us assume you settle for data-driven strategy
❑ You choose a data-driven Customer Lifecycle Management strategy.

❑ However, you need accountability of  the option viz-a-viz option 1. 

❑ The reason is simple we need to confirm if  option 2 is really worth the shot. 

❑ (This is applicable to existing business; for a Start Up, you may not need A/B Test)

A/B Testing and Hypothesis Testing

Since we are settling for option 2, there is an opportunity cost of  foregoing option 1.

This calls for evaluating the benefits of  option 2 as against option 1. 

This is expressed through A/B test. A/B test is the experiment you intend to conduct. 

In this instance we keep both options and see which could be more rewarding than the other. 
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Let us assume you settle for data-driven strategy (Contd)

❑ Control: legacy business approach

❑ Variation: data driven business approach

On the other hand, since we need to measure the profitability, we now run an hypothesis 

testing to confirm that option 2 is better than option 1.

Here are our hypotheses

❑ Null hypothesis: A data driven customer lifecycle management will improve your 

profitability 

❑ Alternate hypothesis: A data driven customer lifecycle management will not improve 

your profitability 
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Customer Lifecycle Management Defined

This is the measurement of  multiple customer-related metrics, which, when 

analyzed for a period of  time, indicate performance of  a business, which generally 

brings all sources of  static and dynamic data, marketing processes, and value-

added services to a unified decision supporting platform through iterative phases 

of  customer acquisition, retention, cross- and upselling, and lapsed customer.1

It is simply measuring and managing all the processes of  marketing (pre-sales), sales 

and support (post-sales).

In most cases, customer lifecycle management programmes are implemented using 

Customer Relationship Management (CRM) applications. 

Source: https://en.wikipedi1.a.org/wiki/Customer_lifecycle_management 
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Channels

Web Site

Call Centre

Social Media

Chat

E-Mail

Branches

Zoom

Marketing

Lead Management

Campaign 

Management
Email Marketing

Sales Collateral

Sales

Opportunity Management

Account Management

Quotes

Dashboard

Support

Case Management

Incident Tracking

Issue Escalation

Self-Service Portal

Collaborations
Content Document Outlook Project

Syndication Management Integration Managemen

t

Workflow Engine | Integration Adapters | Access Control Layer | Subscription Manager 

Platform Tools and Administrations

Reporting

Customer Segmentation Product Velocity

Campaign Effectiveness Pipeline Viability 

Customer Satisfaction Customer Satisfaction

Omni-Channel Customer Relationship Management

Existing and New  

Applications

Core Insurance 

Application

Human

Resource,

Finance and Accounting

Business Intelligence
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Relationship Between CLM and CRM



Chartered  Insurance Institute of Nigeriawww.ciinigeria.org

119

Introductory Data Science

Computer 

Science & 

Technology 

Mathematics 

& Statistics

Machine 

Learning

Traditional 

Research

DATA 

SCIENC

E
Software 

Development

Domain/Business 

Knowledge
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Channels

Web Site

Call Centre

Social Media

Chat

E-Mail

Branches

Zoom

Marketing

Lead Management

Campaign 

Management
Email Marketing

Sales Collateral

Sales

Opportunity Management

Account Management

Quotes

Dashboard

Support

Case Management

Incident Tracking

Issue Escalation

Self-Service Portal

Collaborations
Content Document Outlook Project

Syndication Management Integration Managemen

t

Workflow Engine | Integration Adapters | Access Control Layer | Subscription Manager 

Platform Tools and Administrations

Reporting

Customer Segmentation Product Velocity

Campaign Effectiveness Pipeline Viability 

Customer Satisfaction Customer Satisfaction

Putting Things Together

Existing and New  

Applications

Core Insurance 

Application

Human

Resource,

Finance and Accounting

Business Intelligence

Data Science 

Tools And 

Techniques
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Model/Framework Context Business Processes

Customer Lifecycle Management: (Lead Management, Sales Cycle Management AIDA’R’ Model)

Sales Cycle Management Marketing, 

Sales and 

Support

Pre-sales(Marketing) Team: Plans all the marketing activities, 

define targeting (demographics, geographic, psychographic 

and behavioural), determine marketing channel mix , the 

minimum customers variables data, quality leads for the 

sales team (MQL) Develop marketing playbook

Sales Team: Nurtures the lead 

qualify (SQL) and convert them. 

Identify cross selling and upselling 

opportunities. Start the on-

boarding. Develop sales playbook

Post Sales (Support and Success) Team: 

Provides support, CLV, predict and 

mitigate churning, Develop success 

playbook

Lead Management Marketing Lead Generation Lead 

Capture

Marketing Lead 

Qualification 

Sales Lead 

Qualification

Lead Conversion Accounts Management Retention/Succes

s

AIDAR   (Awareness, 

Interest, Desire, Action 

And Retention)

Marketing Awareness/Attention Interest Desire/Decision Action Retention and 

Success

Activities Operations Determine the 

objectives, design 

campaign, budget, 

marketing channel   

mix, compulsory fields 

for campaign, target 

audience

Lead,  Source, 

Territory, E-

mail, Phone, 

Campaign Id, 

check 

Engagement, 

Algorithmic 

Qualification, 

Segmentation 

Demography, 

Routing by 

Territory and 

Interests

Phone Calls, 

E-Mails, Sales 

Collateral, 

Commercials, 

Videoconferen

cing, 

Segmentation,

Qualification

Invoicing, KYC, On-boarding, Cross-

selling, Up-selling, 

Churning, 

Customer 

Lifetime Value, 

NPS

Application Omni-channel Customer Relationship Management Application and Their Modules

Customer Relationship 

Management 

Application Modules

Application Targets, E-Mails,  

Campaigns, SMS, 

Social Media, Call 

Modules

Lead Module Leads, E-Mails, 

Social Media, Call 

Module

Leads, E-Mails, 

Social Media, 

Call Module, 

Product

Opportunities,

Quotes, Products 

Knowledge Base, 

KYC, On-boarding  

Payment, E-Mail, 

Calls, Accounts.

CPQ (InsureTech), 

Contract, 

Support, E-Mail, 

Payment, Call, 

Survey
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Activities Create target list, 

connect CRM to email 

marketing, integrate 

with data science 

middleware

Data Science: Tools and Techniques (Libraries, Machine Learning Algorithms, Statistical Models)

CRISP-DM (Cross 

Industry Standard 

Process For Data Mining

Data Science Understand the 

Business, the purpose 

of the data analyses, the 

impact is on the 

business

Understand 

and prepare 

the data for 

modeling 

From your data, decide on the machine learning model, 

evaluate and deploy. Generate reports and 

recommendations

Modeling, 

Evaluation and 

Deploy

Activities Understand the 

business and the data, 

preparing the  data 

for 

descriptive analyses

1.Upload 

data,  

2.perform 

exploratory 

data analysis, 

3. perform 

descriptive 

analyses, 

univariate, 

bivariate and 

multivariate 

analyses. 

4. Create 

your 

descriptive  

inference 

Create your model, 

determine the p-

value, z- score and 

other descriptive 

metrics 

Create your model, and iterate to get 

the best of the model. Draw your 

confusion matrix, get your TP, TN, 

FP, FN calculate metrics like 

sensitivity, precision, recall. Test 

your model. Predict possible cross 

selling, up-selling. Send leads that 

are not convertible with labels and 

tags to the marketing team for 

further actions

Create your 

model, iterate to 

get the best of the 

model. Draw 

your confusion 

matrix, get your 

TP, TN, FP, FN 

calculate  metrics 

like sensitivity, 

precision, recall. 

Test your model. 

Predict possible 

cross selling, up-

selling, churning 
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Let’s Imagine An Instance

❑ Pick a retail product in any of  life, general, takaful or health insurance. 

❑ So we intend to take the product through the whole process and see what this presentation is 

all about

❑ We shall be combining the following frameworks, Sales Cycle Management, Lead Management, 

and AIDA’R’ 

❑ And run the business process on Customer Relationship Management application 

❑ Then apply data science tools and technique on the business process
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Lead  

Manageme

nt

AIDA

R

CRM 

Modul

e

CRISP 

DM

Lead Generation 

Traditional 

Marketing

Digital 

Marketin

g
Awareness / 

Attention

Targets, Target Lists, 

E-Mails, Campaigns, 

SMS , Social Media, 

Call, Chat Modules

Business 

Understanding

Lead 

Capture

Lead 

Captur

e

Interest 

Lead 

Module

s

Data 

Understandin

g

Marketing 

Qualified 

Leads

Marketing Leads

Qualification

Decision / 

Desire 

(Marketing)Leads, E-mails, Social Media, Calls, 

Web2Module, Chat, Accounts Modules

Sales   

Qualified 

Leads

Sales Leads 

Qualification

Decision / 

Desire (Sales)

Customer 

Retention 

& Success  

Customer 

Retention & 

Success  

Retention 

& Success

Support, 

Case, 

Payment , 

Call 

Modules

Modeling, 

Evaluation 

and 

Deploy

Lead 

Conversio

n

Lead 

Conversio

n

Account 

Management

Account 

Management

Action

Opportunitie

s Module

Accounts, 

Knowledge, Base, 

KYC, Pay-out , 

On-boarding, E-

mail, Website, 

Chat, Calls

From your data, decide on the machine learning model, 

evaluate and deploy. Generate reports and recommendations

Tag & Label
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First Party, Second Party; and Third Party Data

First  Party Data Second  Party Data Third  Party Data

Data Source Directly collected from 

the customers

Collected from partners 

with a complementary

products

In most cases “bought” 

from data merchants.

MarTechs

Use Cases Targeting and 

Retargeting customers

Targeting partner’s 

customers

Targeting a completely new 

sets of  customers

Data Storage Customer Data 

Platform

Customer Data 

Platform/Data 

Management Platform

Data Management Platform

Time To Collect High Low Low

Quality High Varies Medium
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Data Driven B2C Application Framework
❑ The solution is built on the existing Customer Relationship 

Management application, if  any.

❑ If  not included, the following modules should be developed on the 

CRM; KYC, Knowledge Base, Payment, Claims (this is, an API 

integration to the existing insurance application with a read-only 

permission)

❑ A data science middleware that integrates to the core application. 

Some of  the functionalities expected include:

❖ Extract-Transform-Load through API calls, 

❖ Data integration either as streams or batch data, 

❖ Exploratory Data Analysis

❖ Graphical representation of  data,

❖ Interpretability and explainability of  data,

❖ Predictive and prescriptive functions.

❑ Development of  business intelligence through the use of  descriptive 

analyses
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Team Development

Since this is a probably a new concept in the insurance 

industry, you may not be able to find a single business or 

support unit to handle all the task, so there a need to 

develop a new team to work in the department. 

The team should be from the following departments:

❖ IT/ICT (Developers, DevOps; Data Engineers )

❖ Business development

❖ Strategy

❖ Technical

❖ Legal

They may work on part time bases depending on the 

roles they play in the overall business
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Data and Corporate Governance
❑ Regulation: National Insurance Commission (NAICOM)

❑ Personal data use are protected globally across jurisdictions

❖ North America: California Consumer Privacy Act (CCPA)

❖ Europe: Global Data Protection Regulation (GDPR)

❖ Nigeria: Nigeria Data Protection Regulation (NDPR). The Nigeria Data Protection 

Regulation was enacted by the National Information Technology Development 

Agency (NITDA). The use of  data in Nigeria should be within the framework of  

NDPR

Other government agencies

❑ FCCPC
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Other Works

The scope of  this work is in three phases. 

However we started with this phase as other 

phases need data development strategy 

which are not readily available. The two 

other phases are listed below:

❑ Data Driven Product Development For 

Insurance B2C

❑ Financial Remodeling of  Insurance B2C 

using SaaS Financial Model  

A combination of  these works will help a 

B2C Insurance Start Up
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Other Uses Of  Data Science In Insurance

❑Fraud Detection

❑Pricing Optimisation

❑Risk Assessment

❑Customer Segmentation

❑Personalised Product Development

❑Policy Recommendation

❑Claims Segmentation
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My Thoughts

❑ Can the industry create a data development group to develop the framework for 

the use of  data in B2C 

❑ There is a reason to jointly promote insurance products as an industry initiative. 

❑ The use of  data science techniques and tools 

❑ CIIN may consider programmes for Insurance Data Science

❑ Engagement of  academics in the development and modification of  algorithms and 

libraries for use in the industry. An example is a python library called lifetimes used 

for calculating customer lifetime (subsequently BTYD).
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COMMUNIQUE

Insurance Professionals and members of the Chartered Insurance Institute of Nigeria (CIIN)

gathered at Park Inn By Radisson, Abeokuta, Ogun State, Nigeria from Wednesday 3rd to

Saturday 6th November 2021 for her ‘’2021 Insurance Professionals’ Forum’’.

The theme of the 31st edition of the Forum was ‘’THE NIGERIAN INSURANCE INDUSTRY

IN THE DIGITAL AGE’’.

At the Forum, the following papers and topics were presented by Professionals within and

outside the Insurance Industry:

(i) Insurance Development in a Digital World: Current Realities

(ii) Payment System and the Insurance Industry: The Viable Way Forward

(iii) Technology and Innovation in the Insurance Sector

(iv) Cyber Risks: Implications for Businesses and Insurance

At the end of the conference, the following Communique and recommendations were made to

foster the continuous growth of professionalism in Digital transformation (Digitalized and

Digitalization) the Nigerian Insurance Industry:

2021 PROFESSIONALS’ FORUM

THEME: THE NIGERIAN INSURANCE INDUSTRY IN THE

DIGITAL AGE
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S/N COMMUNIQUE RESPONSIBLE 

PERSON(S)/ENTITY(IES)

UPDATE

1. Insurance operators are to evolve,

embrace change and digitize their

processes to enable them meet

customers’ need and expectations.

NIA/NCRIB This has started 

and is ongoing

2. Regulator to encourage, support and

facilitate the digitalization change in

the insurance industry and provide

guidance for other stakeholders.

NAICOM Done

3. There is need for data analytics to

promote digitization.

NAICOM/NIA/NCRIB/ILAN Ongoing
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4. There is urgent need for adoption of

Digital Sales Agents

NIA

5. To promote ethical standards within

the Industry so as to earn public trust

in services provided by operators

CIIN/NIA Done

6. To take advantage of the existing

payment system in Nigeria with a

view to promoting multiple premium

payment methods such as USSD,

Mobile App

NAICOM/NIA/NCRIB Done
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7. The Forum called for the need for the

professionals to secure the Insurance

Industry space with Digitalization

INDIVIDUALS/CIIN/CIFM Done

8. The Forum recognises the need for

professionals to learn and acquire

new soft skills required to achieve

Digital operations

NAICOM/NIA/NCRIB/ILAN Done

9. To assess or evaluate the impact of

digitization on the operations of the

insurance industry and take

collaborative efforts to manage the

risks exposures.

NAICOM/NIA/NCRIB/ILAN Ongoing
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2022 PROFESSIONALS’ FORUM

THEME: THE POWER OF THE PAST – A FORCE FOR THE 

FUTURE OF INSURANCE IN NIGERIA

Insurance Professionals and members of the Chartered Insurance Institute of Nigeria (CIIN)

gathered at Park Inn by Radisson, Abeokuta, Ogun State, Nigeria from Wednesday 14th to

Saturday 17th September 2022 for her 2022 Insurance Professionals’ Forum’’.

The theme of the 32nd edition of the Forum was ‘’THE POWER OF THE PAST – A FORCE FOR

THE FUTURE OF INSURANCE IN NIGERIA”.

At the Forum, the following papers and topics were presented by Professionals within and

outside the Insurance Industry:

• The power of the past: a force for the future of insurance in Nigeria

• Historical data and the future of insurance supervision in a data-driven world

• Sustainable and you: crucial matter

• The role of insurance as a catalyst to financial planning

• Beyond the horizon – reimagining the future

• Insurance as a catalyst to drive economic growth

The following action points were discussed and recommended for implementation to identify

insurance market needs, ensure financial inclusion, and improve on insurance penetration in

Nigeria:



Chartered  Insurance Institute of Nigeriawww.ciinigeria.org

S/N COMMUNIQUE RESPONSIBLE 

PERSON(S)/ENTITY(IES)
1. The Nigerian Insurance Industry needs to evolve and

embrace digitization of processes to deepen insurance

penetration and improve customers satisfaction. Digital

transformation begins with a change of mindset.

NAICOM/NIA/NCRIB/ILAN/PRA

N

(between now and the next Forum)

2. The adoption of new disruptive technologies is

imperative for Insurance operators and the Regulator in

ensuring that the Nigerian Insurance Industry is

strategically placed as an investment destination of first

choice in Africa.

NAICOM/CIIN/NIA/NCRIB/ILAN/

PRAN

(between now and the next Forum)

3. There is need for data analytics to promote digitization

of insurance processes for the purpose of deepening

insurance penetration and financial inclusion.

NAICOM/NIA/NCRIB/ILAN/PRA

N

(between now and the next Forum)
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4. To promote digital transformation, there is need for

insurance industry to clean up the data held in respect

of customers.

NAICOM/NIA/NCRIB

(to take immediate effect)

5. The Insurance Industry needs to collaborate with

organisations (such as telcos) and government agencies

(e.g., National Bureau of Statistics, National Identity

Management Commission, Nigerian Population

Commission etc.) for data collection and validation.

NAICOM/NIA/NCRIB/ILAN

(to take immediate effect)

6. There is need to create a research and innovation lab

(sandbox) to initiate and try relevant products.

NAICOM/CIIN/CIFM/NIA/NCRIB

(between now and the next Forum)

7. Insurance professionals are enjoined to acquire new soft

skills required to achieving digital operations in order to

remain relevant in this era of digitization of processes.

NAICOM/CIIN/NIA/NCRIB/ILAN/

PRAN

(to take immediate effect)
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8. The Chartered Insurance Institute of Nigeria should

serve as a catalyst for bringing insurance professionals

together for the purpose of acquiring knowledge for

improving underwriting processes.

CIIN/CIFM

(to take immediate effect)

9. To deepen insurance penetration in Nigeria, there is

need for uniformity of approach in assessment and

rating of risks based on their specific characteristics

rather than generalization of underwriting.

NAICOM/NIA/NCRIB/PRAN

(to take immediate effect)

10. There is need to increase insurance awareness and

advocacy for the purposes of achieving insurance

penetration and improving customer satisfaction and

experience while driving economic growth through

insurance services.

NAICOM/CIIN/NIA/NCRIB/ILAN/

PRAN

(to take immediate effect)
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