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“Empowered digital leaders will leave their mark by

creating transformative experiences, with mobile as

the catalyst, through cross-discipline innovation.”

Stephanie Trunzo

Chief Operating Officer, PointSource

Your First Step To Digital TransformationTM

We bring business, marketing, and technology together to create transformative digital solutions.
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Attract New Customers
That Think Mobile First

• Security First Insurance is an insurance carrier 

offering homeowners, condo and renters 

insurance in Florida

• Needed to reposition themselves to meet the 

shifting expectations being driven by consumers

• Overhaul of customer facing applications and 

unify the user journey across all devices

• Create an industry leading user experience 
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User Expectations are Ever-Changing
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The PointSource Approach to Client Success 
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Knowing Where to Start is the First Step

Mobile 

Engagement
Digital Experience

Digital Business 

Innovation 

Broader digital

transformation often starts 

through a mobile lens. We 

have the expertise to realize 

business transformation with a 

unique focus on mobility to 

address the challenges starting 

with most rigorous constraints.

We work with our clients to

re-imagine the user experience,

starting with user segmentation, 

user personalization, and user 

journey mapping, expanding 

across complex

information architectures and 

smarter content strategies.

The same best practices 

that enable great customer 

experiences apply to 

internal processes as well. 

We bring together internal 

stakeholders to leverage 

digital to operationalize for 

better results.
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The Security First Insurance Digital Transformation

Outcomes
Mobile Instant Quote 
increased conversion rate 
by 35%

My Security First     
increased mobile and online 
payments by 140%

Web and digital experience 
transformation
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Don’t Stop at Improving Your
Existing Brand Interactions,
Add New Ones

• Quoting process to attract new customers

• Customer service process to keep customers loyal

Knowing where to start is the critical first step of any 

digital transformation.

For Security First Insurance, the initial step was to tackle 

their most impactful interactions with customers.
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Creating a user task map helped 

in understanding the users’ needs 

and identified additional ways to 

support them.

User Task Map
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Building out the

wireframes 

cleanly established 

and simplified the 

page flow.

Wireframes
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Empathy Mapping Adds Brand Interactions

• Empathy mapping identified the next

mobile moment to introduce new brand 

touchpoints

• Providing a service of value at critical 

moments of need during a storm reinforces 

their commitment to Floridians

• Goals were to develop a mobile app that 

integrates and extends initial applications 

and brand reach

Value beyond core offerings is where 

loyalty lives.
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Focus Groups Validated
Empathy Mapping Findings
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Give it Away for Free to See Loyalty in Return

• Customers and non-customers 

become brand advocates

• Valuable data is gathered to drive 

informed decision making

Make your valuable asset available for all to 

attract new customers and extend reach of 

the brand.

With social integration:
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Unifying the User Journey
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Right Tool for the Right Task

• Think outside of your core products and 

services to find valuable, related 

technology and features

• Understand that mobile users behave 

differently than desktop users

• Setup mobile metrics to accurately 

measure the success of your mobile 

application

Seek to understand the consumer mindset and behavior at each phase of the journey 

and take time to find creative, meaningful ways to interact and become more relevant.
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What We Found

Mobile users are single-action oriented

• Lower page/screen views

• Less time on site

• Higher transaction conversion

• More narrow focused/less discovery

• Transaction or feature-based measurement

Mobile users behave differently than desktop users, which requires companies to 

tailor applications and marketing to better meet user needs and expectations.
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What We Found
When your application is designed with the consumer in mind, offers

a unique experience, and your marketing aligns with feature relevancy

and value—magic happens

Erika: Storm Tracker App

Plot your location & share map 

Download Free Mobile App
itunes.apple.com

(mobile)

A/B Ad Testing 

Delivers Greater 

Insight

Relevant 

Messaging and 

Services 

Maximizes 

Conversion
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What We Found
Magic = increased conversion + strong brand connections
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What We Found
Magic = increased conversion + strong brand connections
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Content Strategy that Drives Engagement

• Map content to the consumer journey 

• Tailor messaging to align with personas,

behavior and motivations

• Refine content based on channel 

• Make content adaptive to the device

• Think of your content in layers of relevancy

• Develop an editorial strategy to guide content

• Optimize and evaluate

Develop concise, authentic, on-brand content that drives user engagement and is 

contextually relevant and tailored to the user and the devices and channels they 

are using. 
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Iterative Transformation that Delivered
Value at Every Step • Delivered a true digital transformation 

with an agile iterative approach 

• Enhanced user experience and unified 

customer journey across all platforms

• Established industry-leading 

experience that fully integrates with 

existing IT investments

• Together, the customer facing solutions 

have delivered an 140% increase in 

digital payments, increased 

conversion rate by 35% and provided 

ongoing value to Floridians
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To learn more about digital transformation 

and to register for our newsletter,

visit PointSource.com



Thank you!
@sltrunzo @MarissaBuckley


