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The overlooked growth opportunity
Insurance businesses invest considerable effort in attracting enquiries, preparing quotations, 
collecting information, arranging cover and maintaining customer relationships. Yet value can be lost 
at every stage after interest has already been created.

A live prospect calls but nobody is available. A quotation is not accepted. An application remains incomplete. A 
renewal receives no response. A policy lapses. A former customer is never revisited. An existing customer holds 
only one type of cover and is never invited to review another relevant need.

These are not simply administrative gaps. Together they form a recoverable commercial opportunity. The answer is 
not always more advertising or more leads. It may be a better, more consistent conversation at the right moment.

Where AITRA fits
AITRA is the commercial engine and back office. Zara is its conversational AI Sales Guide. Within an approved 
process, Zara can contact customers or prospects, conduct the first useful conversation, identify what prevented 
progress, provide routine approved information, record the outcome and return suitable cases to the human team.

Brokers remain responsible for advice, judgement, complex cases and relationships. AITRA adds promptness, consistency 
and capacity around their work.
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Where revenue leaks
Opportunity Common difficulty How AITRA can assist

Missed or unanswered 
calls

A prospect reaches music, voicemail or an 
unavailable team and may move immediately 
to another broker.

Answer overflow and out-of-hours calls, capture the 
need, qualify the enquiry and arrange the agreed 
callback, appointment or handover.

Abandoned quotations The prospect does not continue and the reason 
remains unknown.

Ask what stopped progress, address routine approved 
questions and return recoverable cases.

Incomplete 
applications

Missing information or documents stall the 
process.

Follow up consistently, identify the missing step and 
arrange human help where required.

Not taken up The process is nearly complete but acceptance 
or payment never occurs.

Discover the barrier and reconnect viable customers 
with the right person.

Upcoming renewals Contact starts late or relies on staff memory 
and available time.

Begin approved contact earlier, confirm intent and 
route changes or concerns.

Lapsed or expired 
policies

Customers leave without a structured recovery 
conversation.

Capture the reason, identify recoverable cases and 
create a clear next action.

Past customers and 
prospects

A database with known interest remains 
largely dormant.

Conduct a relevant reactivation conversation and 
identify current needs.

Cross-selling Customers may hold only one relevant line of 
cover.

Use approved needs questions to identify appropriate 
review opportunities.
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The hidden operational problems
Problem Commercial effect AITRA contribution

Unanswered calls Immediate buying intent may be lost before the 
business learns who called or why.

Overflow and out-of-hours answering with structured 
capture, qualification and handover.

Slow response High-intent enquiries cool while waiting.
Prompt first contact, including agreed out-of-hours 
handling.

Inconsistent follow-
up

Outcome depends on workload and individual 
habit.

Repeatable approved conversations and recorded 
outcomes.

Repetitive 
explanation

Skilled staff spend time covering routine 
ground.

Consistent preliminary information before human 
advice.

Poor visibility The business cannot see why cases stop 
progressing.

Structured reasons, objections, needs and next steps.

Unused customer 
knowledge

Past relationships do not create future value. Organised reactivation and needs-review conversations.

Fragmented 
prospecting

Growth activity becomes intermittent.
Research, relevant outreach and qualification within a 
controlled process.

What changes for the team
•  More worthwhile cases reach brokers with context already captured.

•  Routine follow-up does not disappear when the team becomes busy.

•  Customers receive a prompt and consistent first response.

•  Recurring barriers become visible instead of remaining anecdotal.

•  Growth can come from existing activity and relationships as well as new lead spend.
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A practical customer journey
1.  Select the opportunity  Choose a clear group such as recent unaccepted quotations, incomplete applications or 

upcoming renewals.

2.  Approve the conversation  Define the purpose, permitted information, escalation rules and exclusions.

3.  Make timely contact  Zara begins the conversation using the agreed channel and wording.

4.  Understand the barrier  AITRA captures what happened, what the customer needs and whether human assistance 
is appropriate.

5.  Hand over with context  Suitable cases reach the nominated team member with a structured summary.

6.  Measure the result  The business reviews genuine conversations, qualified recoveries, operational effect and 
commercial outcome.

Beyond recovery
The same capability can support growth and service work beyond recovery. The most successful deployment, 
however, usually begins with one defined commercial problem rather than every possible application at once.

Application Useful role

Missed-call recovery Answer overflow calls or return missed calls promptly, establish the need and arrange the next step.

New enquiries Respond promptly, establish the need and prepare an informed handover.

Quoting Collect routine preliminary information and explain the next approved step.

Onboarding Guide routine requirements, reminders and progress confirmation.

Customer reviews Invite a structured review and capture changed circumstances.

Prospecting Research suitable businesses, personalise outreach and qualify interest.

Business research Conduct structured conversations and turn responses into usable insight.
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Why the approach can outperform manual follow-up
Requirement Traditional constraint AITRA advantage

Promptness People are occupied, unavailable or working to 
other priorities.

Contact begins according to the agreed process.

Consistency Wording, persistence and recording vary 
between people.

Approved conversations and structured outcomes.

Capacity More follow-up usually requires more staff time.
Routine conversations can scale while people handle 
exceptions.

Persistence Older or less obvious opportunities are easily 
neglected.

Defined groups can be worked methodically.

Learning Reasons for lost business often remain in notes 
or memory.

Recurring barriers can be categorised and reviewed.

Handover A broker may begin without useful context.
The customer’s position and next step can be captured 
first.

AITRA does not remove the need for capable people. It helps ensure their time is spent where experience, 
authority and judgement produce the most value.
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Start with a controlled pilot
A useful pilot is deliberately narrow. It tests a real commercial opportunity without requiring the business to 
redesign its entire operation.

Define Example

The problem Recent quotations that were not taken up.

The group Eligible records from an agreed period, with exclusions and contact permissions confirmed.

The conversation Approved opening, routine information, questions, escalation and prohibited subjects.

The handover A nominated broker or team receives appropriate cases with context.

The measures Attempts, connections, completed conversations, viable recoveries and attributable value.

The decision Continue, refine, expand to another group or stop on the evidence.

Safeguards
Every deployment should reflect the firm’s approved processes and applicable legal, privacy, consent, do-not-contact 
and financial-services obligations. AITRA should not independently recommend cover, give uncontrolled personal 
advice, bind policies, determine claims or take uncontrolled payments. Sensitive, complex and advice-related matters 
should be handed to authorised people.



AITRA Insurance Revenue Recovery and Growth  |  8

Experience it with your own business
AITRA is easiest to understand through a practical conversation rather than a technical presentation. 
In a private AITRA Experience, Zara can use your business and one likely revenue-leakage point as 
the example.

The purpose is not to impose a predetermined system. It is to explore where worthwhile opportunities may be 
stopping, what an approved first conversation could achieve, where human involvement belongs and how a 
controlled pilot would be measured.

A useful starting question

Which opportunity would matter most: missed calls, unaccepted quotations, 
incomplete applications, non-take-up, upcoming renewals, lapsed policies or past 

customers?

To arrange a private AITRA Experience

David Abingdon  |  Founder, AITRA
07 5606 0014  |  aitra.biz

A Commercial Leverage Group initiative
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