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Abstract: 

In the competitive insurance industry, understanding and engaging customers throughout their journey is crucial for 

retaining existing clients and acquiring new ones. Salesforce Marketing Cloud's Journey Builder provides a powerful 

platform for designing and automating personalized customer experiences. This paper explores how insurance 

companies can leverage Journey Builder to track and analyze customer interactions such as email opens, and ad clicks. 

Detailed explanations of journey flows, including the use of Apex code for integrations, are provided. Key Performance 

Indicators (KPIs) essential for measuring the success of these customer journeys are highlighted. An illustrative 

example is included to demonstrate the practical application of Journey Builder in enhancing customer engagement 

within the insurance sector. 
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Introduction 

The insurance industry faces the challenge of engaging customers in a market saturated with options and increasing 

customer expectations. Personalized communication and timely engagement are critical in building trust and loyalty. 

Salesforce Marketing Cloud's Journey Builder allows companies to create tailored customer journeys based on 

individual behaviors and preferences. By tracking interactions such as email opens and ad clicks,insurance companies 

can gain valuable insights into customer engagement and adjust their strategies accordingly. 

This paper focuses on how insurance companies can utilize Salesforce Journey Builder to enhance customer 

engagement. It provides a detailed explanation of journey flows, includes Apex code examples for integration, and 

highlights the KPIs that help measure the effectiveness of these journeys. An example scenario is presented to illustrate 

the practical application of these concepts. 
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Main Body 

Problem Statement 

Insurance companies often struggle to maintain consistent and meaningful engagement with their customers. 

Traditional marketing campaigns lack personalization and fail to respond to individual customer behaviors, leading to 

decreased engagement and missed opportunities for upselling or cross-selling. Additionally, without proper tracking 

mechanisms, it becomes challenging to measure the effectiveness of marketing efforts and adjust strategies in real-

time. 

Solution 

Salesforce Journey Builder offers a solution by enabling insurance companies to create automated, personalized 

customer journeys. By integrating various customer touchpoints—such as email, mobile, advertising, and web—

Journey Builder allows companies to respond to customer behaviors in real-time. The integration of Apex code 

enhances the functionality by allowing custom solutions and data manipulation within the Salesforce ecosystem. 

 

Journey Flow Using Marketing Cloud 

1. Data Setup and Integration 

● Contact Data Configuration: Ensure that customer data is up-to-date in the Marketing Cloud Contact Builder. 

Include relevant attributes such as email, phone number, policy information, and interaction history. 

● Data Extension Creation: Create data extensions to store customer data and journey-specific information. 

2. Journey Design in Journey Builder 

● Entry Source: Define how customers enter the journey. For example, when a new policy is purchased, or 

when a customer shows interest by visiting the website. 

● Activities and Events: 

○ Email Activity: Send personalized emails to customers with policy updates, offers, or information 

about new products. 

○ Decision Splits: Use decision splits to branch the journey based on customer behavior. 

■ Email Open Decision Split: Check if the customer opened the email. 

■ If Opened: Proceed to the next activity. 

■ If Not Opened: Send a reminder email after a specified time. 

○ Ad Click Tracking: 

■ Integration with Advertising Studio: Sync advertising data to track if the customer clicked 

on an ad. 

■ Ad Click Decision Split: Branch the journey based on ad click activity. 
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3. Apex Code Integration 

While Marketing Cloud uses AMPscript and SSJS for scripting within emails and landing pages, Apex code can be 

used within Salesforce to handle complex data manipulations and integrations. 

Example Apex Class for Updating Customer Status 

 

public class CustomerJourneyHandler { 

    @InvocableMethod 

    public static void updateCustomerStatus(List<Id> contactIds) { 

        List<Contact> contactsToUpdate = [SELECT Id, Journey_Status__c FROM Contact WHERE Id IN :contactIds]; 

 

        for (Contact c : contactsToUpdate) { 

            c.Journey_Status__c = 'Engaged'; 

        } 

 

        update contactsToUpdate; 

    } 

} 

 

This Apex class can be called from Journey Builder using an API call to update the customer's status in Salesforce 

based on their engagement in the journey. 

4. Journey Flow Diagram 

Since visuals cannot be displayed in this format, the journey flow is described below. 

Flow Description: 

● Start: Customer purchases a new policy. 

● Send Welcome Email: An email is sent welcoming the customer and providing details about their policy. 

● Email Open Check: 

○ Yes: If the email is opened, proceed to the next step. 

○ No: If not opened within 2 days, send a follow-up email. 

● Policy Update Offer: Send an email offering additional coverage or services. 

● Ad Click Check: 

○ Yes: If the customer clicks on an ad related to the offer, proceed to the next step. 

○ No: Send targeted ads via Advertising Studio. 
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Key Performance Indicators (KPIs) 

● Email Open Rate: Percentage of customers who opened the email. 

● Click-Through Rate (CTR): Percentage of customers who clicked on links within emails or ads. 

● Conversion Rate: Percentage of customers who completed a desired action (e.g., purchased additional 

services). 

● Engagement Score: A calculated metric based on customer interactions. 

● Journey Completion Rate: Percentage of customers who reached the end of the journey. 

 

Example Scenario 

Company: ABC Insurance 

Objective: Increase customer engagement and promote additional coverage options. 

Process: 

1. Data Preparation: ABC Insurance compiles customer data, ensuring all contact details are accurate. 

2. Journey Setup: 

○ Entry Event: Customers who have recently purchased a home insurance policy. 

3. Welcome Email: 

○ Content: Personalized greeting, policy details, and an introduction to additional coverage options. 

4. Email Open Tracking: 

○ Action: If the email is not opened within 2 days, a follow-up email is sent. 

5. Ad Campaign: 

○ Integration: Customers who opened the email are targeted with ads on social media promoting 

umbrella insurance policies. 

6. Ad Click Tracking: 

○ Action: If a customer clicks on the ad, they are sent an SMS with a coupon code for a discount on the 

umbrella policy. 

7. Coupon Redemption: 

○ Monitoring: The system tracks whether the customer redeems the coupon. 

8. Status Update: 

○ Apex Code Integration: Upon coupon redemption, the customer's status in Salesforce is updated to 

reflect the purchase of the additional policy. 

9. Reporting and KPIs: 

○ Email Open Rate: 70% 

○ Ad Click-Through Rate: 15% 

○ Conversion Rate: 10% 

○ Engagement Score: Calculated based on interactions. 
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Detailed Explanation 

Personalization: Using data from Salesforce, emails and messages are personalized with the customer's name and 

relevant policy information. 

Automation: Journey Builder automates the sending of emails and SMS messages based on customer behaviors. 

Real-Time Responses: Decision splits in the journey allow the company to respond immediately to customer actions, 

enhancing engagement. 

Data Integration: The use of Apex code allows for seamless updates to customer records in Salesforce, ensuring all 

departments have up-to-date information. 

 

Impact 

By implementing this journey, ABC Insurance can: 

● Increase Customer Engagement: Personalized and timely communications keep customers interested. 

● Identify Interested Customers: Tracking interactions helps identify customers more likely to purchase 

additional products. 

● Improve Conversion Rates: Targeted offers and reminders increase the likelihood of additional purchases. 

● Measure Effectiveness: KPIs provide insights into the success of marketing efforts, allowing for adjustments 

as needed. 

 

Conclusion 

Salesforce Journey Builder provides insurance companies with a powerful tool to design and automate personalized 

customer journeys. By tracking interactions such as email opens and ad clicks, companies can gain valuable insights 

into customer behavior and preferences. The integration of Apex code enhances the functionality by enabling custom 

data manipulations and seamless updates within Salesforce. By focusing on key KPIs, insurance companies can 

measure the success of their campaigns and make data-driven decisions to improve customer engagement. 
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