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The Challenge
IMPR 0 VE S S ERVI CE 0 UALITY National chain of learning centers
AND PR /0 RITIZE S needed to filter out unqualified
leads and improve its conversion
HI G H-VAL U E PR 0 S PE C TS of high-value prospects.
The Solution
A national chain of learning centers operates more than On-Demand Lead Scoring from
1,000 locations across the United States and Canada. TARGUSinfo
It maintains a central 800-number and a Web site for
parents seeking tutoring services in math, reading, writing,
homework, organizational skills and test preparation. The Result
The company sought to improve the conversion of lead- 417% higher enrollment
to-inquiry and inquiry-to-enrollment. It was struggling to rates among key prospect
properly route phone calls to individual franchises and to sift o
through the high volumes of junk data mixed in with its Web segments and a 25% increase
leads. in acquisition of high-value
To help hot leads rise to the top and serve them as well as customers who stay enrolled.
possible, the company enlisted TARGUSinfo to verify, route,
score and prioritize inbound phone and Web inquiries. \_ Y,
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As a result, the learning centers have:
¢ Eliminated wasted sales efforts by sorting out leads with unusable contact information
* Improved service quality by instantly routing callers to the most appropriate franchise location
* Increased customer conversion rates by focusing first on leads that are more likely to convert

* Boosted customer value by putting more effort against converting prospects who are more likely
to become long-term customers

In sub-second time, incoming calls and Web inquiries are now verified for accuracy of contact information, scored
according to location and potential value, and routed to the appropriate regional tutoring center for immediate action.

The company developed a standardized lead conversion process that segments prospects into one of four groups —
Platinum, Gold, Silver and Bronze — based on information such as income level, home ownership and distance from
a center. The company applies a different conversion process for each group. High-value leads, for example, receive
a prospectus DVD while others receive a less costly mailer.
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With on-demand lead scoring from TARGUSinfo, the learning centers are able to provide a better customer
experience for qualified leads and increase conversion rates.

With the help of TARGUSInfo, the company increased initial enroliment rates among key prospect segments by
41% and saw sustained enrollment rates rise by 25%.
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