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PREFACE

The conceptual knowledge gained by MBA students is best depicted in the projects. As a
part of curriculum, every student studying MBA has to undertake a dissertation report on

a particular subject assigned to him/her.

Accordingly, I have been assigned the project work on “Lead nurturing: Analysis of existing
gross to net conversion of leads in order to improve the conversion of leads in Nursing
attendant service in home healthcare ” at Portea Medical, Bangalore. The present project
gives a perfect vent to my understanding of one of the important assets of the organization
that is Nursing attendant services and the

The dissertation report is entitled. “A Study Lead nurturing: Analysis of existing gross to net
conversion of leads in order to improve the conversion of leads in Nursing attendant service in

home healthcare “

The present study was undertaken to understand the factors that determines the
satisfaction of the employees in relation to their job.

I have tried to put my best effort to complete the task on the basis of the skills that i have
achieved during my studies in the institute. I also hope this report will be beneficial for

my next batches and for those who will be related to this topic.




ABSTRACT:

Title: Lead nurturing: Analysis of existing gross to net conversion of leads in order to

improve the conversion of leads in Nursing attendant service in home healthcare.
Introduction:

One of the biggest keys to successful business is the generation of sales leads. A lead is a
individual or company that shows some interest in the services or products that your company
provides. It can also be a company or person who fits a target group for what you are
providing. Without leads, a sales team cannot be achieve its objective. Therefore, generating

good leads is just as important as closing your pitch on a better note.

Lead nurturing is the process of developing relationships with buyers at every stage of the sales funnel, and
through every step of the buyer’s journey. It focuses marketing and communication efforts on listening to the

needs of prospects, and providing the information and answers they need.

So this study focuses on scoring the leads and tracing them from generation of

sales querry to appointment generation to actual visits done.

Rationale

Lead generation and nurturing are important part of any business. So during the dissertation
period | being a management trainee found massive gap in gross to net lead conversions

specially in respect to Nursing Attendant services.

So the need for carrying out study was:

e To reduce customer acquisition cost by improving the conversions from gross to lead.

e To improve business by assuring quality of leads by analysing the type of leads
received in form of querries by sales team

e To do root cause analysis of poor gross to net conversions

e To improve return on investments and reduce customer acquisition cost

e To stabilize and streamline the process of lead generation and nurturing




Objective:

¢ Tofind out gap between the numbers of queries generated and actual visits done in Nursing Attendant
services in Home healthcare.
e Toanalyse the available market size based on queries generated and demand for the product.

e Toidentify the size of demand supply gap.

Methodology:

The study was carried out in Portea Medical, Bangalore from February 2017 to April 2017. A
descriptive cross sectional study as carried out for 3months of duration. During this duration
primary data was collected from Management information system and using google trackers
used by sales team members. Sampling technique used was convenient sampling and analysis

was done using Advanced excel techniques.
Conclusion:

A complete analysis on lead nurturing was carried out with objective of improving gross and
net conversions in Nursing Attendant services as there was a huge difference in Total number
of queries received from sales team to actual appointments created.

The study was carried out for the month of February, March and April. In the month of April
total number of queries received were 3268 , out of which 309 got converted to actual
successful visits, which is only 9.45% of total queries received.

In the month of March total number of queries were 3507 out of which only 293 got
converted to actual visits or were actual successful visits, which is only 8.35% of total queries
received.

In the month of February total number of queries were 2751, out of which only 295 cases got
converted to actual visits or were actual successful visits, which is only 10.72% of total
queries received.

Major cancellations occurred after appointment booking in month of April, March and
February were due to customer not interested, staff not available to serve customers, deemed
as cancelled and wrong assignment.




A further deep dive into analysis and listening to actual customer calls will give a clear
insight about not interested cases which holds a major bucket of cancellation.
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TITLE: Lead nurturing: Analysis of existing gross to net conversion of leads for
improving the conversion of leads in Nursing attendant service in home
healthcare.

INTRODUCTION:

One of the biggest keys to a successful business is the generation of sales leads. A lead is a
individual or company that shows some interest in the services or products that your company
provides. It can also be a company or person who fits a target group for what we are
providing. Without leads, a sales team cannot achieve its objective. Therefore, generating

good leads is just as much important as closing your pitch on a better note.

Companies are in business to make a profit, and can only do so if they provide the
products and services that their customers demand. Meeting these demands means that
they are able to generate revenue to keep business going and to even expand it. This is
where generating sales leads plays role, because if companies are not bringing in new

customers, then they wont be able to grow and will, instead, begin to stagnate .

Lead nurturing is the process of developing relationships with buyers at every stage of the sales funnel, and
through every step of the buyer’s journey. It focuses marketing and communication efforts on listening to the

needs of prospects, and providing the information and answers they need .

For an effective inbound marketing campaign, you need to also have a plan for qualified
leads that aren’t ready to buy — and that’s where lead nurturing and scoring play a vital role.
Lead nurturing involves building a relationship and sharing relevant content with warm leads
to people who are not yet ready to make a purchasing decision. This ensures that when
customer are ready, your company wins their business. Lead scoring involves tracking your
prospect’s behaviour, web activity, and demographics, and ranking them based on their
interest in your company’s solution and your interest in them. Company then uses ranking
system to determine whether the lead should be sent to the sales team or nurtured by the

marketing team.

Marketing and sales then need to get together to develop a scoring strategy, to pinpoint where a particular lead
is within the brand’s buying model. It is the backbone of a strong lead nurturing system, because it identifies

when and how to address each buyer with the most timely and relevant communications.

10




The details of any lead scoring system will be specific to every brand, based on your industry, niche, and

unique audience.

Although marketing executives report that lead quality is among the top priorities for lead generation, it is also
one of the major challenges facing marketers today. In a recent study by IDG, 61% of marketers reported that

generation of high quality leads was troublesome for their organization.

What are your biggest B2B lead generation challenges? (Select all that apply)

CR———

Converting leads into customers
Creating meaningful confent -‘ I
Demonstrating return on investment -l I
Souscing high-quality data/lsls -. :

l

Lead generation across multiple media -
|
Generating a high-volume of eads -
| ”
Marketing to a lenghtening sales cycle -

Marketing to a growing mx;b;v:; _'

1
Genenating public relaions and _
awareness uz |

Communicating product value —
l
Crealing ovenll markeling straleqy -

Keepng wo with changes in .'
the mark @

I
G"*. 20% 40% 60% 0%

The same study also reported that the greatest barrier to entry to quality lead generation is lack of resources in
staffing, budgeting, or time, and lack of high quality data to drive campaigns.

https:/Amwwv.marketo.com/lead-generation/



https://www.marketo.com/lead-generation/

OBJECTIVE:

e Tofind out gap between the number of queries generated and actual visits done.
e Toanalyse the available market size based on queries generated and demand for the product.

e Toidentify the size of demand supply gap.

REVIEW OF LITERATURE:

The marketing and sales functions in many firms are often at odds despite their common goal of increasing
revenue and profit. The finger pointing goes both ways: Marketing complains of poor lead follow-up by sales,
and in tum, sales grumbles about the quality of leads generated by marketing. This disconnect can be
damaging; high lead volumes generated through effective marketing campaigns could actually hurt
downstream sales because of wasted effort on poorly qualified leads and/or delays in sales follow-up resulting
from limited sales force capacity.

Timothy M. Smith, Srinath Gopalakrishna, and Rabikar Chatterjee (2006) A Three-Stage Model of Integrated
Marketing Communications at the Marketing—Sales Interface. Journal of Marketing Research: November 2006,
Vol. 43, No. 4, pp. 564-579.

Lead scoring

Lead scoring is an important phase when using MAS, it is essential to recognize when leads
are ready to purchase. In other words, marketing should know when a lead should be moved
to sales. (Ginty et al., 2012, 186.) Sweezey (2014, 195) defines lead scoring as follows:
Scoring can be used as a method of assigning numbers to one or more actions or behaviors
taken by a prospect or a customer. With lead scoring, it is easier to recognize varying levels

of engagement with your marketing programs (Sweezey 2014, 195).

Technology offers possibilities to measure how well marketing campaign has succeeded
and what results can be analyzed afterwards. In other words, how many leads were cap-
tured and how many of these were successfully transformed to a paying customer. The
effectiveness of inbound marketing cannot be measured only by the quantity of leads that
have been reached. In fact, the quality of those leads scales successfulness of how well
marketing is conducted. In this context, quality can be referred to as leads that are proba- bly
becoming good customers. It is possible to get hundreds of leads every month, but if these

leads are not converting to buying customers over time, something is done in a wrong way.

12




Either the content, which have been created, is targeted to wrong people or the incoming
traffic is uncontrollable. (Halligan & Shas 2014, 125.)

The first step in lead scoring is to define different attributes used in the scoring model.
Before starting scoring and building scoring models, most important scoring goals should be
understood (Sweezey 2014, 196). Sweezey (2014, 196) suggest that three most im- portant

are

v Sales readiness

v Product interest

v" Coldleadindication

Organizational purchases demand decisions from many managers, in this case leads have
to be recognized one by one. After leads have been identified with MAS, they can be
associated with an account. While identifying members participating the decision making
process and calculating their collective score, itenables to recognize the most sales-ready
accounts. (Sweezey 2014, 197.)

13




RATIONALE:

Lead generation and nurturing are important part of any business. So during the
dissertation period | being a management trainee found massive gap in gross to net lead

conversions specially in respect to Nursing Attendant services.

So the study was carried out in order to reduce customer acquisition cost by improving
the conversion from gross to lead, to improve business by assuring quality of leads by
analysing the type of leads received in form of queries by sales team. To do root cause
analysis of poor gross to net conversions and improve return on investments. Also it

would help to stabilize and streamline process of lead generation and nurturing.

METHODOLOGY:

Type of study: Descriptive cross sectional study
Study duration: Study duration was of 3 months
Type of data: primary data

Sample size: Census data

Sampling Technique: Convenient sampling

Data collection technique:

Data collection was done using following methods:

e Data for gross leads: This data was collected by daily tracker maintained
by sales team to keep a track on number of leads pertaining to particular
service.

e Data for total net leads: This data was derived from management
Information system used in company by sorting and filtering out total

successful leads from all appointments created on operation portal.

14




e Also data for cancellation reasons was collected from tracker and ops

portal used in organization.

Data collection tool: Management information system was used

Data analysis tool: Advanced excel was used for data analysis

Data Analysis method:

After collecting the data from various sources Root cause analysis was done by using
Pivot and calculating percentages from retrieved data to find out total number of

conversions from gross leads to actual net lead conversion.

Gross lead were calculated by summing up all queries related to nursing attendant

services received by sales team of home healthcare organization.

Net leads were calculated by retrieving total first appointments from the ops portal of
organization and then conversion rate was calculated after removing the total cancelled

appointments.

15




Lead to
net

Succesful lead/
Conversion .

Querry/enquiry

DETAILED ANALYSIS:

Gross lead analysis for the month of February, March, April

Querries were considered as Initial form of data which was retrieved from sales tracker

Net
conversion

Lead Process flow

Analysis was done using pivot tables and graphs

The interpretation for same were:

Interpretation and analysis for April:
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April

No response 1167
Sales done 308
Non serviceable area 201
Expensive 74
Not interested 427
Information call 552
open 228
call back 191
wrong registered 25
not registered 4
duplicate 17
Job seeker 25
Others 49
total 3268

There were total of 3268 queries for Nursing Attendant services for the month of

April 2017 in home healthcare organization.

April 2017
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¢ In the month of April 2017, 1167 queries were ring no response. These
customers were called up to 6 times as a protocol before actually closing these
calls.

e This was followed by 552 queries, which were information call.

e 427 customers were not interested in taking Nursing Attendant service.
Appointment cancellation for April:

Total out of 436 cases cancelled in April 2017, major reasons for net cancellations after

booking of appointment were:

e 22% cases were cancelled due to Deemed as cancelled ( reason not specified by
patient)

e 20% cases got cancelled due to staff not available to provide services to
customer.

e 11% cases got cancelled as customer were not interested in taking services.
Conversions for April:

» Gross conversion for March were 745 cases, which is 22% conversion from
query leads.
+ Formula used for calculating gross to net conversion was:

Gross conversion= Total appointments booked *100

Total queries received

» Net conversion for March was 309 successful appointments , which is 41% of

total appointments booked i.e. out of 745 , calculated by:

Net conversion= Total number of successful appointments of NA services*100

Total number of appointments created initially

» Lead to net conversion for April:
Lead to net conversion had 309 cases, which is 9.45% of total gross leads.

¢ Formula used to calculate:

18




Lead to net conversion= Total successful appointments for March *100

Total queries/gross leads received

Interpretaion and Analysis for March

MARCH

No response
Sales done

Non serviceable area
Expensive

Not interested
Information call
Open

call back

wrong registered
not registered
Duplicate

job seeking

Total Querries

967
224
375
95
848
586
115
165
50
33
22
27
3507

There was a total bucket of 3507 queries regarding Nursing Attendant services in

organization for month of March.

19




March 2017

967

M Seriesl

e Maximum querry with a number of 967 were ring no response. These customers
were called upto 6 times as a protocol before actually closing these calls.

e 848 customers were not interested in taking services.

e 586 customers called up to gain some information about type of services

e 375 cases were closed due to non serviceable area- these cases were of

significant importance when it comes to expanding in new geographic location.

Appointment cancellation for March:

Out of total 510 cases got cancelled in March 2017, major reasons for net cancellations

after booking of appointment were:

e 27% customers were no more interested in taking services
o 22% cases were cancelled due to unavailability of staff to provide services

e 14% cases were rescheduled successfully on other date.
Conversions for March:

> Gross conversion for March were 803 cases, which is 22% conversion from
query leads.
¢ Formula used for calculating gross to net conversion was:

Gross conversion= Total appointments booked *100

Total queries received
20
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» Net conversion for March was 293 succesful appointments , which is 36% of

total appointments booked i.e. out of 803 , calculated by:

Net conversion= Total number of successful appointments of NA services*100

Total number of appointments created initially

» Lead to net conversion for March:
Lead to net conversion had 293 cases, which is 8.35% of total gross leads.

¢ Formula used to calculate:

Lead to net conversion= Total successful appointments for March *100

Total queries/gross leads received




February Analysis and interpretation

FEBRUARY
No response
Sales done

Non serviceable area
Expensive

Not interested
Information call
open

call back

wrong registered
not registered
duplicate

Job seeker
Others

Total Querries

786
227
176

64
464
409
332
155

48

41

30
15
2751

There were total of 2751 queries for Nursing Attendant services for the month of

February 2017 in home healthcare organization.
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In February maximum cases with number of 786 were classified under ring
no response even after trying to call them upto six times.

This was followed by 464 customers who were not interested in taking
Services.

Significant number i.e. around 332 customers wanted to take services and
are kept on hold due to reasons such as, patient hospitalised, need services

after 2-3months, etc.

Appointment cancellation for February:

Out of 413 total cases cancelled in February 2017, major reasons for

cancellations were:

e 22% cases got cancelled as customers were no more interested in taking
Nursing Attendant services.

e 19% cases were cancelled due to unavailability of staff due to which
services were not provided.

e 9% cancellations were due to wrong assignment of staff to customer.

Conversions for February:

» Gross conversion for February were 708 cases, which is 25% conversion from

gross leads.

¢ Formula used for calculating gross conversion was:

23




Gross to net conversion= Total appointments booked *100

Total queries received

» Net conversion for March was 295 successful appointments , which is 41% of
total appointments booked i.e. out of 708 , calculated by:

Net conversion= Total number of successful appointments of NA services*100

Total number of appointments created initially

» Lead to net conversion for February:
Lead to net conversion had 295 cases, which is 10.72% of total gross leads.

¢ Formula used to calculate:

Lead to net conversion= Total successful appointments for February *100

Total queries/gross leads received

24




Conclusion:

A complete analysis on lead nurturing was carried out with objective of improving gross
and net conversions in Nursing Attendant services as there was a huge difference in
Total number of queries received from sales team to actual appointments created. This
study has helped in having an insight on actual conversions.

The study was carried out for the month of February and March. In the month of March
total number of queries were 3507 out of which only 293 got converted to actual visits
or were actual successful visits, which is only 8.35% of total queries received.

In the month of February total number of queries were 2751, out of which only 295
cases got converted to actual visits or were actual successful visits, which is only
10.72% of total queries received.

A further dive in will give analysis for Quality of leads received and reasons for lesser
actual successful leads, which will help in improvising the revenue for company.

Limitations of the study:

e The study was carried out during a short period of span so a deep Root cause
analysis was not been done

e The queries received by sales agent was bucketed and tagged according to the
personal perception of sales agent.

e Reason for not interested customers was not clear as many a times customer did
not mention actual reason

e Cancellation reasons were also mentioned and classified by coordinators who
went for placements or by Workforce management staff while updating on
portal

e Many atimes cancellation happened due to unavailability of staff for which
organization was responsible.
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