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Ideal Health Benefits (IHB), a rapidly growing health insurance agency in the 
United States, partnered with VoiceSignals to increase the conversion rate of 
prospective customers using voice-based psychometric assessment and 
predictive behavioral analytics through its People Intelligence Platform©. By 
focusing on prospects most likely to convert based on their unique personality 
traits, Ideal Health Benefits (IHB) has an opportunity to increase the average 
prospect conversion rate from  Opportunities for further 
improvements to the average conversion rate via strategic sales team 
selection and training, focusing on the traits associated with high converting 
sales agents, are also identified. VoiceSignals' voice-based psychometric 
assessment can improve conversion rates and drive increased organizational 
performance for Ideal Health Benefits. 

15% to 23%.

SUMMARY

BACKGROUND

Conversion rates in the health insurance industry average around 6%  , and 
the customer acquisition cost is one of the highest across all industries . This 
prohibitive cost to acquire customers combined with the low conversion rate 
results in a sizeable financial investment spent on converting prospects into 
paying customers. To increase the return on this financial investment, 
organizations in the health insurance industry continually seek to improve 
their average conversion rate.   
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“If we can identify the persona within 75 
seconds and have that communicated to a sales 
rep, that's gold. So I think the platform will pay 
by itself.  That's a huge advantage.” 

Sergio Schinoff 

Consulting Marketing Director at Ideal Health
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 PEOPLE INTELLIGENCE

Research in behavioral sciences has shown that personality traits are 
predictive of various behaviors across all areas of life. For example, the Big 
Five personality traits of Openness, Conscientiousness, Extraversion, 
Agreeableness, and Neuroticism have been associated with learning to play an 
instrument, academic achievement, exercising, tobacco consumption, and 
gambling, respectively. 5, 6

While the Big Five personality traits predict a person's decisions and behavior, 
scientific research has consistently shown that optimal behavior prediction is 
achieved at the more granular level of personality known as the facet level. As 
the image below shows, each of the Big Five personality traits have six sub-
dimensions that describe more specific aspects of personality. When 
predicting a person's behavior, such as choosing to apply for a health 
insurance plan, the unique combination and weighting of a selection of these 
facets maximize the accuracy of prediction. 
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Because of this relationship between personality and behavior, personality 
assessment is one of the most widely used forms of evaluation in employment 
settings. Organizations know the value of predicting how well someone will 
perform (e.g., working hard, cooperating with teammates) if hired. A 
substantial amount of resources are spent predicting the future behavior of 
job applicants and current employees. This information, or intelligence, helps 
decision-makers at all levels across a business make highly informed decisions 
regarding the people within (or soon to be within) an organization. 

Figure 1. The Facets of the Big Five
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Yet what about the customers whose needs are the very purpose of the 
organization's existence?



Intelligence into the personality traits of an organization's customers – on an 
individual and population level – would enable organizations to make more 
accurate, timely, and effective decisions that increase their ability to provide 
the right products or services to the right customers, ultimately increasing 
profits for the organization.

 

Until now, the large-scale and timely collection of psychometric data on an 
organization's customers has been nearly impossible due to cost and 
technological limitations. Because of these two barriers, the scientific 
literature findings that customers' personality traits are related to vital 
revenue-driving behaviors (e.g., sales conversion, repeat purchases, loan 
repayments) have yet to be successfully leveraged and applied. 



 



By removing the limitations to the assessment of an organization's customers, 
this technology has opened the door for large-scale predictive behavioral 
intelligence on both employees and customers – this is what we call People 
Intelligence. 

VoiceSignals has solved these two issues. Leveraging developments in Artificial 
Intelligence and Behavioral Science, VoiceSignals has developed and validated  
a voice-based psychometric assessment platform that can accurately score a 
person's psychological characteristics in real-time by listening to them speak.
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2. People Intelligence Finds Two Areas to Boost Conversion 
Rates for Ideal Health Benefits

The behavioral intelligence produced by VoiceSignals' People Intelligence 
Platform©  identified two routes through which IHB's average sales 
conversion rate could be increased. The first is to identify prospects most 
likely to convert at the top of the sales funnel – on the first call, in seconds. 
The second is to identify the personality traits and behavioral tendencies 
associated with top-performing employees and use this information to hire 
new sales agents and train current sales agents. 
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Figure 2. Personality Traits of Ideal Health Benefits Customers

Psychometric voice-based personality assessment can be applied to identify 
which prospects are most likely to convert within seconds of a phone 
conversation. To determine which personality traits of prospects are 
associated with a sales conversion in Ideal Health Benefits' prospective 
customers, conversations between prospects and sales agents were analyzed 
by VoiceSignals. Half of these conversations resulted in a conversion, and half 
did not. 



Behavioral analyses revealed the personality profile of IHB's prospects. 
Overall, prospects tend to be higher in Agreeableness facets (e.g., Compliance, 
Trust in Others, Modesty, and Altruism) and lower in Neuroticism facets (e.g., 
Angry, Moodiness, Self-Consciousness, and Sensitivity to stress).

A. Identifying and Converting Valuable Customers
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A distinction between prospects who convert and those who do not was also 
revealed. Prospects who converted were lower in all six Extraversion facets 
and had lower Intellectual Curiosity, Orderliness, Compliance, and Sensitivity 
to stress. The software leveraged this difference in personality traits  to 
develop a Machine Learning algorithm to predict which prospects are likely to 
convert and which are not. 

The People Intelligence Platform© created a highly accurate Machine Learning 
algorithm to predict the probability of conversion from prospect personality 
traits. The personality traits that the algorithm uses to predict conversion are 
shown in Table 1. 
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Converted Customers

Converted customers have lower 
scores on all 6 Extraversion facets. 
They are also lower in Intellectual 
Curiosity, Orderliness, Compliance, 
and Sensitivity to Stress.

The ability of the algorithm to identify which prospects will convert is shown in 
Figure 2. Prospects that match the algorithm's personality trait profile have an 
average conversion rate of 23%, compared with 14% for those who do not 
match. 

Figure 3. Distinct traits of Converted Customers

Table 1. Personality Traits in the Machine 
Learning Algorithm

Figure 4. Algorithm Classification Accuracy
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Therefore, if IHB focused its resources on prospects matching the algorithm's 
trait profile, the average conversion rate would climb from 15% to 23%, 
representing a fifty percent increase in sales conversions by redirecting 
resources towards these highly valuable prospects.
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Psychometric voice-based personality assessment was also applied to IHB’s 
Sales Agents to identify the traits associated with higher-than-average 
conversion rates. 



As a team, the Agents are high in the Neuroticism facets (i.e., Self-
Consciousness, Angry, Anxiety, Moodiness, and Sensitivity to Stress) and are 
low in the facets of Openness (i.e., Tolerance for Diversity, Depth of Emotions, 
Imagination, Willingness to Experiment, and Artistic Interests). 



The traits associated with IHB's high-performing Sales Agents were 
Agreeableness and Extraversion. Interestingly, these are the dominant traits 
also seen in the prospective customers. In other words, there is a match in 
personality between the top performing Sales agents and the average 
prospect. Research in the Behavioral Sciences has shown that this match in 
personality – or personality similarity – often leads to strong relationship 
development and rapport building. Hiring new Sales Agents that are 
moderate-to-high on these two traits will result in a solid candidate-role fit and 
further increase the average conversion rate. The software's behavioral 
insights can be immediately actionable with a recommendation to screen 
sales agent candidates for Agreeableness and Extraversion.



An additional opportunity to increase conversion rates through Sales Agent 
training was identified. 

B. Identifying and Developing Valuable Employees
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Based on the voice-based personality scores, the three average-performing 
Sales Agents were each low in a critical personality trait that is important for 

 Figure 5. Personality Traits of Ideal Health Benefits' Sales Agents
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By identifying the traits associated with prospective customers who convert 
within a minute of a phone call, IHB will be able to focus time and resources 
on their most valuable customers and drive a fifty-percent increase in average 
conversion rates (from 15% to 23%). 



Additionally, by identifying the traits associated with top performing Sales 
Agents, IHB will be able to select for these key traits and train to increase the 
behaviors related to these traits in the sales team.

3. Practical Value and ROI
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Targeted training and coaching will help these individuals learn about these 
personality traits and how they can modify their sales approach to enact 
behaviors that may not come naturally to them. 

 Figure 6. Personality Traits of High Versus Under-Performing Sales Agents

high-performance levels in a sales role. These traits are Extraversion, 
Agreeableness, and Emotional Stability (low Neuroticism). Targeted training 
and coaching will help these individuals learn about these personality traits 
and how they can modify their sales approach to enact behaviors that may not 
come naturally to them. 
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Across the globe, organizations of all sizes are implementing Artificial 
Intelligence and Machine Learning to increase Business Intelligence and more 
efficiently accomplish their mission and purpose. Organizations are inherently 
groups of people – an organized group of people – that are united by the goal 
of providing solutions to customers’ – another group of people – needs. 
Therefore, what does it mean to have Business Intelligence without 
intelligence and insight into the people who make up a business or the people 
they serve? Until now, the large-scale, efficient, and accurate psychometric 
assessment of all an organization's employees and customers has been 
limited by cost and technology. 



VoiceSignals has leveraged recent advances in Artificial Intelligence and 
Behavioral Science to remove these barriers and enable organizations to see 
the personality traits and behavioral tendencies of all their employees and 
customers. This intelligence drives improved strategic decision-making and 
planning across all levels and functions of an organization. 



We call this People Intelligence. 


4. The Future of Business Intelligence is People Intelligence

 https://runneragency.com/blog/good-conversion-rate-for-medical-practices/

 https://www.amsive.com/2021/09/14/how-to-lower-customer-acquisition-cost-in-the-insurance-industry-amsiv

 https://runneragency.com/blog/good-conversion-rate-for-medical-practices/

 https://www.amsive.com/2021/09/14/how-to-lower-customer-acquisition-cost-in-the-insurance-industry-amsiv

 Paunonen, S. V. (2003). Big Five factors of personality and replicated predictions of behavior. Journal of personality and social psychology, 84(2), 411.

 Bagby, R. M., Vachon, D. D., Bulmash, E. L., Toneatto, T., Quilty, L. C., & Costa, P. T. (2007). Pathological gambling and the five-factor model of personality. 

Personality and Individual Differences, 43(4), 873-880.

 The Scientiffic Validation of VoiceSignals’ People Intellligence Platform https://resources.voicesignals.com/hubfs/validation-papers/VS-Validation-long-version.pdf

Resources
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Combining these approaches – improving conversion rates by using People 
Intelligence on the inside (employees) and outside (customers) of an 
organization, IHB will increase revenue, reduce costs, and drive gains in the 
organization's bottom line.
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