
The underlying churn is measurable.
The U.S. Census Bureau reported that
11.8% of the population age 1 and
older moved to a different residence in
2024.

The FCC has estimated that about 35
million phone numbers are
disconnected and made available for
reassignment each year.

11.8%

THE CHALLENGE

THE MISSING POLICYHOLDER PROBLEM:
RECONNECTING INSURANCE RECORDS
ACROSS PHONE, EMAIL, AND ADDRESS
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of the U.S. population
age 1+ moved to a
different residence in
2024

phone numbers are
disconnected and
made available for
reassignment each
year

life insurance or
annuity matches
reported through the
NAIC locator, totaling
$13.18B

These figures measure national
address and phone churn. They
are not insurance-specific error
rates.

C th t t th li d t th i ht i l

Three common gaps make an insurance record look
more current than it is.

Address drift: A move may update a bank, government record, or one
policy while an older insurer mailing address remains unchanged. NAIC
consumer guidance tells life policy owners to keep the mailing address
current.
Phone churn: A disconnected mobile number can later be reassigned. A
successful ring or text delivery does not prove that the intended
policyholder still controls the number
Channel fragmentation: Agents, carriers, TPAs, billing systems, claims
platforms, and CRM records may hold different versions of the same
person’s contact data.

Insurance policies can
remain active for years
while contact data
changes quietly. A
policyholder moves,
replaces a mobile
number, stops using an
email address, or
updates one channel
but not another. 

The policy record can
still look complete even
when one or more
fields no longer point to
the right person.

That matters during
billing, renewals,
claims, returned-mail
handling, beneficiary
outreach, and customer
service. A stale record
can delay
communication, send
private information to
the wrong recipient, or
force staff into manual
searching after a
contact attempt fails.

35
Million

THE OPERATIONAL QUESTION

A data-enrichment workflow for servicing, claims, and beneficiary
outreach when policy records go stale

611K+

Can the team reconnect the policy record to the right person using
several consistent identifiers before changing the system of record or
sending sensitive communications?



THE SOLUTION

A PRACTICAL POLICYHOLDER-
RECONNECTION WORKFLOW
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Policy servicing. Returned mail, undeliverable email, or failed calls can interrupt routine service, premium notices,
renewal communications, and requests for information. Treat repeated delivery failures as data-quality triggers
rather than one-off events.

Claims and beneficiary outreach. The NAIC Life Insurance Policy Locator has received more than 1.17 million
search requests and produced over 611,000 reported matches totaling $13.18 billion through Aug. 31, 2025. The
figures do not show why each policy was difficult to locate, but they show the scale of policy-discovery and
beneficiary-matching work.

State variation. A 2026 NAIC consumer-liaison presentation on the NCOIL Model Unclaimed Life Insurance Benefits
Act summarized 90-day duties under that model to validate death, determine whether benefits are due, locate
beneficiaries, and provide claim forms or instructions. The presentation also noted that state adoption and
requirements vary materially.

CONTACT ACCURACY AFFECTS MORE THAN ROUTINE SERVICE.

Trigger a record review when mail is returned, an email repeatedly bounces, a phone is
disconnected, a policyholder reports a change, claims staff cannot reach an insured, or beneficiary-
location work begins.

SEARCHBUG PHONE, NAME, ADDRESS AND EMAIL API

The Searchbug API can help insurance teams fill missing contact fields and compare what a policy system already
knows with related contact data. Searchbug's published API overview says its contact-info tools can find phone
numbers using addresses, emails, or name/location inputs; find names and addresses from phone, email, or
name/location; and find email addresses from phone, street address, or name/location inputs.

That makes the API best suited to contact enrichment, record repair, and research queues. It should not
automatically overwrite the policy system or serve as proof of policy ownership, beneficiary status, current channel
control, underwriting eligibility, claim validity, or permission to communicate.

1
Keep the original policy
identifiers, known contact
fields, policy history, service
notes, claims context, and
prior update requests.

PRESERVE THE SOURCE
RECORD 2

Standardize names, phone
formats, email spelling,
apartment details, ZIP codes,
and postal fields before
querying.

NORMALIZE KNOWN
FIELDS

3
Use the best available
combination of name,
phone, address, and email
instead of relying on one
weak field.

QUERY WITH THE
STRONGEST IDENTIFIERS

4
Look for agreement across
several data points and
compare results with policy-
system and customer-
provided information.

COMPARE RETURNED
FIELDS 5

Send multi-field matches to the
next verification step. Hold
conflicts and single-field
results for manual review.

ROUTE BY CONFIDENCE 6
Store the input, returned
fields, query date, reviewer
action, and reason for any
system-of-record change.

LOG THE DECISION

HELPFUL CONTROL: USE FAILED CONTACT AS A DATA EVENT



Observed result What it means Suggested route

Name and mailing address
align; new phone returned

Strong supporting signal,
but not proof of current
control

Verify the new number before updating or outreach

Phone returns matching
name but a different
address

Possible move or stale
policy address Compare policy history and another identifier; review

Phone returns a different
name

Possible reassignment or
wrong-person result Do not auto-update or auto-contact

Email only, with no
corroborating phone or
address

Weak single-field result Weak single-field result
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EXAMPLE MATCH-ROUTING RULES

HOW SEARCHBUG CAN HELP
Complete partial policyholder records when a phone, email, mailing
address, or name is missing.
Compare phone, name, address, and email fields in an automated API
workflow.
Reduce manual research after returned mail, failed contact, or conflicting
customer records.
Send candidate contact data to a review queue instead of automatically
replacing the system of record.
Support policyholder or beneficiary location research where the
organization has a permitted business purpose.

USE THE API WHEN A RECORD SHOWS SIGNS OF AGE
Good trigger points include returned mail, repeated email failure, disconnected phone status, claims
contact failure, policyholder-reported changes, beneficiary research, and conflicts between policy and CRM
records.

WHAT THE API DOES NOT ESTABLISH
That the returned person is the policy owner, insured, claimant, or
beneficiary.
That a returned phone number, email address, or mailing address is still
controlled by the intended person.
That the insurer has consent or another lawful basis to use a particular
communication channel.
That coverage, underwriting eligibility, pricing, claim validity, fraud status,
or any adverse decision is established.
That every returned field should replace existing policy data without
review of state, privacy, contractual, and internal requirements.

RECOMMENDED POLICY STATEMENT
No single returned field should authorize consumer contact. Require field agreement, source review,
suppression screening, channel validation, and documented routing before outreach.
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ABOUT SEARCHBUG
Searchbug helps insurance organizations
maintain more complete and usable
contact records for policy servicing,
claims, and beneficiary outreach. 

Its data solutions can help teams
reconnect outdated phone, email, and
address information while keeping
review and update decisions within the
organization’s existing workflows.

Statistics and regulatory points were checked against the sources above. Searchbug feature descriptions are based on company product materials.
This white paper provides general operational information, not legal advice. Insurance requirements vary by state, product, and use case. Review
applicable laws, privacy rules, contracts, and data-use terms before changing workflows.

CONCLUSION

The missing policyholder problem often begins with one stale field, not a missing policy. A stronger response
is to preserve the original record, enrich it with another source, compare several identifiers, and send
conflicts to review before changing the system of record.

Searchbug’s Phone, Name, Address and Email API can automate the enrichment step at the point a record
shows signs of age. 

Used with multi-field matching, channel checks, human review, and documented update rules, it can help
service and claims teams reconnect records faster while keeping a person between a data match and a
consequential insurance action.

Sources
U.S. Census Bureau, Migration/Geographic Mobility, 2024 ACS: (https://www.census.gov/topics/population/migration/guidance/acs-1yr.html)
Federal Communications Commission, FCC 18-177: (https://docs.fcc.gov/public/attachments/FCC-18-177A1_Rcd.pdf)
NAIC, Life Insurance Policy Locator: (https://content.naic.org/article/naic-life-insurance-policy-locator-tool-helps-consumers-connect-more-
13-billion-benefits)
NAIC, Consumer Insight: Life Insurance: (https://content.naic.org/article/consumer-insight-life-insurance)
NAIC Consumer Liaison Committee, 2026 Spring Meeting:
(https://content.naic.org/sites/default/files/national_meeting/2026%20SpNM%20Consumer%20Liaison%20Committee%20Meeting.pdf)
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