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Business Situation

Close rates have declined for months.
We need a solution to optimize our call center operations.



The Profit Equation
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Version 1 - Clustering, Routing and Lessons Learned

F1 is the wrong metric for this problem!
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The Lead Scoring Pipeline
uses multiple segmented models 
with various feature sets and a 
metamodel to learn weights.

Version 2 - Metamodeling and MLOps



Version 2 - Maximizing KS on Validation for Selecting Out ‘TIN’

Maximizing stratification between the ‘sales’ and ‘non-sales’ reveals a 
population of likely non-buyers to discriminate out of the leads pool 

via our meta-model’s predict_probas .

REROUTE KEEP



Future Versions - Geometric Mean Tiering of Multiple Condition 
Successes

Features correlated with one condition of 
success (sales) are often inversely correlated 
with other conditions of success (placement).

Final expense insurance is most appealing to 
low earners, often on fixed incomes. 

Paradoxically, customers most inclined to 
buy are least equipped to pay. 

Bayesian methods let us model the probability 
of success as the joint probabilities of multiple 
conditions of success (i.e. buying and 
‘sticking’)

Tiering becomes a multidimensional 
optimization problem.



Impact Analysis - Modeling Flow and Close Rate Deltas

Lead Scoring removes low probability sales from the mix. 
8 additional sales per day is worth over $3mil in gross revenue annually. 




