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Executive summary

The problem Suncorp's AAMI and GIO brands
lacked end-to-end funnel visibility. Customer
journeys from landing to purchase were
incomplete, with no reliable way to diagnose
drop-off across quote and buy steps.

Poor attribution across the quote-to-buy
journey, and limited reporting capability, left
product and marketing teams without the
insight they needed to act.

Improved funnel visibility
End-to-end coverage

Reduced data blind spots

Complete customer journey
across all brands and tracking from landing to
products purchase

Better attribution accuracy

LIGITXL

The solution We designed an end-to-end funnel
tagging framework across all journey stages, with
field-level abandonment analytics for rapid CRO
diagnosis. A standardised event taxonomy and
page naming convention underpinned consistent
mMeasurement across brands.

Executive dashboard reporting gave senior
stakeholders real-time conversion optimisation
insights.

Improved CRO capability

Reliable channel attribution Real-time insights to

across the quote-to-buy
journey

diagnose and act on
conversion drop-off




TESTIMONIAL

Working with DigitXL has been an incredibly seamless experience, and their
services are genuinely first-class. Their dedication to providing Adobe Analytics
playbooks and reporting has yielded significant outcomes for our team. All in all, we
highly endorse DigitXL for their outstanding digital solutions.

LAURA CAMPUZANO

SUNCORP

WWW.Suncorp.com.au




Solution Design Process

Workshops with product, insights,

1 keting, d ' ing. Identified
01 Discovery & Workshops KPls and mapped the  Guote-to-buy
journey across brands.

Mapped all funnel stages from landing to

02 J O U rn ey & Data DeSig n policy purchase. Defined events, page

names, taxonomy, and product
hierarchy.

Built the event tagging playbook.

03 PlaybOOk & Event Framework Defined props, eVars, and listVars.

Documented error, jeopardy, and field-
level abandonment tracking.

Designed executive dashboards, fallout

04 Re pO rtl N g & O ptl M |Sat| O N reports, and product analytics. Delivered

CRO insights to support conversion
improvement decisions.



Customer Journey
& Solution Design
Framework

Experience Flow & Events

Business
Category page
|
|
| v v 'lf v
Public Liability Small Business Commercial
Page Page Professionals Vehicle Insurance
iv Y
/ v
About your " A FORM Complete Event
Quote Started- &8 D —— -

Level » Vehicle Details » Vehicle Summary

Cover Selection » Ihumimrw Quote Completed- @9

Buy
Buy Started - e17 (Further  «
Questions)
v
L)
Contact details - Contact Details

e55

We will be loading the marked events on the
load of the page, serialised with session ids
| or quotelDs as per current implementation.

Payment details -Payment details
e56

Buy Completed - eted
el8 Buy



Analytics Playbook

Playbook Design &
Event Framework

A structured playbook ensures every touchpoint is
captured, named, and reported consistently. This
enables cross-brand benchmarking and funnel-level
decision-making.

LIGITXL

Page naming

Structured journey stages:
Landing > Quote Start -
Cover Selection »
Summary - Buy -» Payment
- Purchase Complete.
Enables cross- brand fallout
analysis.

Variable framework

eVar = customer and
product variables. prop =
page interactions. listVar =
cover class taxonomy.
event = behavioural
milestones tied to
conversion.

Event taxonomy

Key milestones tracked:
Quote Started, Quote
Completed, Buy Started,
Buy Completed, CTA Clicks,
Form Interactions,
Validation Errors.

Abandonment & errors

Field-level drop-off at
form step level. Validation
error reporting flags
quote friction. Technical
and business jeopardy
events surface system
failures.




Playbook Design & Event Framework

Business
Insurance

Know that GIO has insurance
designed for many typas of
businesses, large and small.

Types of Business Insurance

IO offers & range of business insurance packages that can be customised to
<uit your business. We have a rangs of cover options that address the naeds of
businasses who work from site to site, as wall as options for businesses wha
operate from a fixed pramises. Whether you're simaly after public ibility
insurance, require small busingss insurance or are 3 professional sasking

customisable cover, GIO has a rangs of opticns for your business. We also have

specialisad packages for retail and not-for-profit busnasses, as well as offering

standalons cover for yeur eommareisl vhiels if you nesd it Gat a quots onlina or

by calling us on 13 1010

Small Business Professionals

Workers Compensation Not-for-profit Commercial Vehicle
Insurance

Which type of Business Insurance is right for me?
I—

Need your Certificate of Currency?

Reauesta (Gerticate of Gurrency and we'l make sure you eceive i witin d business

Know More Shawing 3 of 4 rties
E!ﬂ A
jo D Wi €
Why do | need Public What does Tradies The different types of
Liability Insurance? Insurance cover? business insurance

Category Page

Business Insurance

Business Insurance

ot uson 180003 2

Call us on 1800 036 857

About q Review
Your Vehicle Cover
Q Your @ i L3 B (4] ' © You
Bidhes Premises Details Selection Quote

By getting a quote you agree that the right PDS is being made available to
you by this website and agree with our Online Terms & Privacy Statement.

Need help?

Request a Call-Back
One of our specialists wil

It's important that you read and understand your duty of disclosure i
call you.

and that you answer all our questions accurately.
Call us on 1800 036 837
0 Monday to Friday

Your duty of discl
‘our duty of disclosure Bom- Bpm (AEST/AEDT)

What you must tell us

Before you enter into an insurance Gontract, you have a duty to tell us
anything that you know, or could reasonably be expected to know, may
affect our decision to insure you and on what terms.

You have this duty until we agree to insure you

You have the same duty before you renew, extend, vary or reinstate an
insurance contract.

You do not need to tell us anything that:

Have you read and do you understand your duty of disclosure?

Find your ion > Help

| Entera keyword e.g. cleaning m

Where is your business located? »Help
Find your postcode and suburb

Which best describes your business? »Help

Business with contents Mobile business or
+ stock contractors

What is the d annual of your b
Also known as the ‘revenue’ or 'gross income'

L]

Do you have turnover across more than one state?

? »Help

Do you want to include any business vehicles in your quote? »Help

Next »

Quote Started

Review Your Quote Your ot e

QTE027592414

auota and add ot covrs. Tha s quored s based anth formation oy
Yo have provead sofar, an ay be subjet 1o change  you acustan

insured amount, add cover, o make similar changes to the quote. Other

e i $494.36 .00

Please check the insured amouni(s) cover your needs.

Premises 151 Required BUY ONLINE
12 POLARIS CCT, Wiams Landing VIC, 3027 o

Property Damage > isi, Required visa @5 @@

Those are your insured amounts

Save this quote
Contonts 525,800 e it amlycur oty ey

Stoek szs000 __
Building $25,800 —

Standard excess is $500

Theft s iep e Need hell

Insured Amount  §25,000  Change amount o L
One of our speciaists
wil callyou

Standard excess is $500

Collus on 1800036 857
Money wsaX ||| @) worde ooy
8am - Bpm (AEST/AEDT)

Money kept at this premises during business hours or whist i transit

Please select your insured amount

=

[Cso | [ | [0 |

EIEEIIEEIEEE

Standard excess is $250

Glass > ilp R X

Insured Amount Replacement Value

Standard excess is $250

Public and Products Li

ility »elp [

Ploase solect your nsured amount

$5,000,000 10,000,000 ‘ ‘ $20,000000
Standard excess is $500
Portable and Valuable ltems » i<, e X

Insured Amount  $2,500 Change amount
Wo wil pay up to $2,500 per itom

Optional extras

Theft of portable and valuable tems wihout forced enty |
O (05 1052000 por event) e

Standard oxcoss s $250

Business Interruption » 1=z femeie X

Indomaity Poriod 12 monthe
Standard excess s il

Tax Probe > iey

Covers costs incurred by you in connection with an audi{

Policy Start Date

Choosa s sttt 0 €2 dya oty 1251172022
oz @

Period of Insurance

12 month poliey, expiring at 4pm 11 October 2025
Review Your Details

Insurance Product @ Business rotect

Product Disclosure Statement

Occupation Cleaner

Quote Complete

LUCKY YOL!REWITH 1322 44 Call me

Mon-Fii 8;30em -6am (AEST/AEDT)

OK, lets get you a quote as quickly as possible,
that will provide the cover you need.

- whaia Cinced W G, 3
Legally, we also need to point out that what you
tell us needs to be the truth (at least to the
extent that is reasonable you should know) and & 5t
that the insurance solution we provide is based
on the information you give. ~
B Bacean .
. 52
First of all, what do you do2 [
Cafe serving meals cooked onsite 1=
[ [R——
Ok, in your cafe, do you use a deep fryer? . .
‘ " B —
P
Where do your primarily do business? 8 -
® Out of a business premesis f)
| am mobile (out on the road) ]
Suburb/Postcode "
|
4000
L
Street Address

Ramare Vesur Dartails E

123 Albert St )

Inrancs Fodud ER—

Qecupatien
What revenue do you think your business

Epacied Ravanse 11
will make in the next 12 months?

Yorer Pramium Semmary

Please Select... v
$0 - $50K epamtde -~ E
$51K - $75K [ , P - 3
576K - $100K Pariod af imuuanca ’ —

Eamplainis Proces: ]

$1071K - $125K

$126K - $150K

$151K - 3200K

$201K - $250K

s Er—

$964. 49,

Quote Started Quote Complete

Actual journey touchpoints and event tagging framework delivered across AAMI & GIO insurance funnels



Field-level abandonment and page-level fallout
diagnostics enabled rapid CRO optimisation across
AAMI and GIO quote journeys.

Funnel Analytics

LIGITXL

Stage

KPI Focus

Insight Type

Quote started

Step conversion

Entry drop-off

Quote completed

Quote-to-buy

Mid-funnel fallout

Payment

Policy purchased

Abandonment analysis

Premium value

Payment friction

End conversion




Reporting domains

Commercial Experience Product

Quote conversion, premium Page fallout, error rates, Coverselection, preset vs custom,
value, revenue attribution form abandonment by field product mix trends

Marketing Unified executive dashboard

Channel attribution, campaign All four domains feed a single view for senior leadership reviews
performance, remarketing and quarterly business updates

Four reporting domains designed to serve distinct stakeholder groups across the business




Business impact

Impact delivered across
Suncorp / AAMI / GIO:

- Improved conversion visibility
across the full quote-to-buy
funnel

- Better attribution across paid
and organic channels

- Reduced drop-off blind spots
through field-level diagnostics
- Faster decision-making via
real-time dashboards

- Standardised reporting across
stakeholder teams

IGITXL
e

This engagement established a
scalable digital analytics
framework across business
insurance journeys.

By combining structured
funnel tracking, event
taxonomy, and real-time
reporting, the solution enabled
data-driven optimisation
across product, marketing, and
customer experience teams.

The approach provides a
strong foundation for
continuous conversion
improvement and
personalisation.

Business
Insurance

Types of Business Insurance

mercial Vehicle

ha % fffl




	Suncorp | Digital Analytics  Case Study
	TESTIMONIAL
	LAURA CAMPUZANO
	SUNCORP
	www.suncorp.com.au


	Solution Design Process

	Discovery & Workshops
	Journey & Data Design
	Playbook & Event Framework
	Reporting & Optimisation
	Analytics Playbook

	Playbook Design &  Event Framework
	Page naming
	Event taxonomy
	A structured playbook ensures every touchpoint is captured, named, and reported consistently. This enables cross-brand benchmarking and funnel-level decision-making.
	Variable framework
	Abandonment & errors

	Playbook Design & Event Framework
	Category Page
	Quote Started
	Quote Complete
	Quote Started
	Quote Complete

	Funnel Analytics
	Reporting domains
	Commercial
	Quote conversion, premium value, revenue attribution

	Experience
	Page fallout, error rates, form abandonment by ﬁeld

	Product
	Coverselection, preset vs custom,
	product mix trends

	Marketing
	Channel attribution, campaign performance, remarketing

	Uniﬁed executive dashboard
	All four domains feed a single view for senior leadership reviews and quarterly business updates


	Business impact

