LifeSearch

The company:

The challenge:

LifeSearch is a telephone and internet based life insurance broker. It has two centres, one in
Milton Keynes and one in London.

Its unique selling point is to provide the lowest cost service but with a high quality consultative
customer experience.

The company was founded in London and was trading very successfully and expanding extremely
rapidly. It needed to develop an expansion strategy including opening up of one or more new
centres outside London.

However, resources and appropriate expertise were very short on the ground due to the rapid
growth and the operational focus of the company to date.

LifeSearch was also looking for a partner to share the risks and rewards of growing the business

The solution:

LifeSearch selected Minerva as a partner to handle the premises, people and cultural aspects of the
expansion. A profit share contract was agreed between the two parties.

Minerva researched possible UK locations, Milton Keynes was chosen for the new centre. Minerva
found and set up the premises.

The organisational structure was confirmed, recruitment profiles were drawn up and then a rapid
recruitment campaign took place to bring 20 new people into the business. Minerva designed and ran
the customer service, communication, management and sales trainings and oversaw the whole
induction programme.

For the first 2 years Minerva were responsible for the operational sales and people management of the
Milton Keynes centre, at which point it was handed over to LifeSearch management.

The result:

Within 6 months this new arm of the business was making profit and within 15 months LifeSearch
became the leading broker of term assurance in the UK.

The shared risk and reward contract provided a strong and authentic basis for the partnership,
incentivising both parties to optimise profits.

The centre has subsequently expanded to 60 people operating 7 days a week from 8am to 8pm.

The client view:

“Having been closely involved with Minerva for some 2 years now, | feel able to say that they have
added genuine value to my business process at every level. Both in management training and in
the creating and growing of my call centre business systems, they have brought about substantial
improvements across the board in an imaginative and proactive way. | have never thought them
anything other than expensive, but | have never found them anything other than value for money! |
can't think of a better testimonial than that.” Tom Baigrie, MD of LifeSearch




