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Role 1: Jennifer Tibet, Customer Service Rep (CSR)
Step 1: Select her cartouche to begin her handling of the call.

Story: A call comesinto the call center and is routed to Jennifer, one of the CSRs on call.
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Step 2: Log into Jennifer’ s portal location

Story: Everything Jennifer needs to process the call is handled inside of her portal.

Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | Help

Home My Workspace My Tasks My Reports My Dashboard Help My Favorites

Not registered? Sign up




Step 3: Go into the *My Workplace' tab

Story: Thetools Jennifer needs are all in her workplace

Logout | FAQs | Site Map |

Edit Profile |

Personalize Desktop | Help

Jennifer Tibet, Customer Service Rep

My Workspace

Sametime Edit |

People Meetings Options Help

X

B Iam Active

-4 Claim Agents

@ Matthias Kramer
Scott Wayman

H Maya Valentine

B3 Client Contacts

¥ Seymour Business

B Colin Freeman

Calendar Edit |
i) Open Calendar

Todays Calendar

S9:30 am | Weekly Status

Meeting

11:00 am | Recognition

Lunchecon

2:00 pm | &ll Hands Call

My Tasks My Reports

Top Stories

My Dashboard Help

|

Innovative Insurance Reponds to Hurricane Katrina

The Innovative Insurance Foundation Establishes 51 Million Hurricane Recowvery
Fund

Social Responsibility Report

Going beyond what's expected

GQuick service key to customer loyalty
An attitude that makes the difference
Fraud Investigator puts customer first

Community Mewsletter

Innovative Insurance Matching-Donation Proegram Raised More than $1.5 Millien
for Tsunami Disaster Recovery

Step 4: Select the top call on the call list queue.

My Favorites

Alerts Edit | 7 - X

MNew Alerts: 2

A Attention: Cross-Sell
Exceeds
Threshold!

A Attention: Complete
your 2007
Benefits
Blan
Enrollment

Email Edit | 7 - x

New

Messages*

@ Inbox: 25 Messages

(5 new)
[‘Z? Draft: 3 saved
E Sent: 32 messages

@ Trash: 3Z total



Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | Help

Calendar edit | 7 - x| Call List

ity Open Calendar Name Policy Number Request Type Time in Queue
Todays Calendar Mary Frazets 321456738 New Auta Claim 4min
9:30 am | Weekly Status Della Horne 524317589 MNew Home Claim Imin
Meeting . - -
Eillie R. Kelly 983762514 Current Auto Claim imin

11:00 am | Recognition
Luncheon Rajiv Sanooth 264512835 Policy Update 23sec

2:00 pm | All Hands Call

Map Info Edit | 7 - X

Address or Intersection

City
| |

State Zip

| I |
o [Recent Sewcnes [¥]

[[GetMap | [ AuterFil |

Sametime Edit | 7 - x
People Meetings Options Help

B Iam Active

Elﬁ'ﬁ Claim Agents

4 Matthias Kramer
Scott Wayman

- B Maya Valentine

E-#3 Client Contacts

¥ Seymour Business

B Colin Freeman

Step 5: Fill out the form and open the policy holder profile.

Story: Jennifer takes the information from the caller to create a new claim.



Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | HeIpE

Jennifer Tibet, Customer Service Rep
SN My Workspace| y Tasks Reports My Dashboard Help

Calendar edit | ? - %l New Claim Edit | 7 - %

m Open Calendar Date reported: 11/13/2006
Call start: 11:04:55

Todays Calendar
Name of caller

5:30 am | Weekly Status

Meeting Date and time of occuren
11:00 am | Recognition Type of claim:
Luncheon
Injuries:
2:00 pm | All Hands Call
First Ma
Map Info edit | 7 - x Last Na
Address or Intersection Where you drl'ving:@ O No

| | Contact number:

City Policy number

State Zip

| | |
R [Racart Sexranes ¥]

[ Get Map ] [Auto Fill ]

Open Policy Holder Profile

Sametime Edit | - X

People Meetings Options Help

B TIam Active

E‘&'ﬁ Claim Agents

. -4 Matthias Kramer
Scott Wayman

B Maya Valentine

E-#3 Client Contacts r

Step 6: Review the information and then continue further into the claim process.



Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | Help

Jennifer Tibet, Customer Service Rep
Home m My Tasks My Reports My Dashboard Help My Favorites | |

Calendar edit | 7 - x|l New Claim Edit | 7 - X

= Open Calendar
Todays Calendar

S9:30 am | Weekly Status

Meeting

11:00 am | Recognition

Lunchecon

All Hands Call

2:00 pm

Map Info Edit | 7 - x

Address or Intersection

| |
City

| |

State

Zip

| |
o [ Recent Searcres [¥]

Date reported
Call start

Name of caller

Date and time of occurence
Type of claim

Injuries

First Name

Last Name

‘Where you driving

Contact number

Policy number

: 11/13/2006
+ 11:04:55

£ |Mary Frazets |

:11/13/2006, 11:04 |

: (& automobile O Home O Life

2 O Yes @ Mo

E |Mary |
i |Frazeis |
: @ ves O No

: 555-333-5252 |

i 321456738 |

Policy Holder Profile

Status: Active

[ Getrap | [ AuteFill |

Sametime Edit | 2 - x
People Meetings Options Help
H Iam Active
E&'ﬁ Claim Agents
: 4 Matthias Kramer
Scott Wayman

B Maya Valentine

Line 1: 1234 West Main Street

Birth date: 22 Apr 1964

[ Open Policy Holder Prafile |

Edit | 7 - x

Marital status: Married Gender: Female

City: Naperville State/Province: IL Country: US Zip{ Postal code: 60565
Contact Method

Home telepk 555-333-5. k teleph 55-214-4688

Best time to be contacted: Between 3AM - SPM

Step 7: Select the car/drive combination for the claim from the policy information



Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | Help

Calendar edit | ? - x|i§ Policy Information

= Open Calendar Prior Activity
Tcdays Calendar Date Method Interaction Party Category/Type Task
01 Jan 2003 Telephone Mary Frazets Bolicy Change/Bill Date Yes
9:30 =m :.::tﬂvg Status 23 Dec 2003 Emnail Mary Frazets Location Change/Address Yes
11:00 am | Recogniticn
Luncheon Vehicles and drivers listed under this policy

2000 HONDA CIVIC SE 2003 PONTIAC VIBE

Mary Frazets

- Tom Frazets

2:00 pm | All Hands Call

Tom Frazets

Map Info Edit | ? - X

- Mary Frazets
Address or Intersection

City

State Zip

OR | Recent Searches

Get Map | [ Auto Fill |

Sametime edit | X

Pecple Meetings Options Help
B Iam Active
Elrﬂ*ﬁ Claim Agents
: @ Matthias Kramer
Scott Wayman

Step 8: Review the vehicle policy details and continue.



Logout FA Site Ma Edit Profile Personalize Deskto Hel
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Jennifer Tibet, Customer Service Re
Home My Tasks My Reports My Dashboard Help My Favorites

Calendar edit | ? - x|l Policy Information Edit |

it Open Calendar Prior Activity

Todays Calendar Date Method Interaction Party Category/Type Task
01 Jan 2003 Telephone Mary Frazets Bolicy Change/Bill Date Yes

9:30 Weekly Stat
am M::tin; atus 23 Dec 2003 Email Mary Frazats Location Change/Address Yes

11:00 am | Recognition

Luncheon Vehicles and drivers listed under this policy
2:00 pm | All Hands Call 2000 H?NDA CIVIC SE 20032 PEONTIAC VIBE

Mary Fi Tom Frazets

Map Info Edit | 7 - X

Tom Frazets Mary Frazets

Address or Intersection

| Vehicle Details
VIN:4P4DFH41CHDA102114
City Policy inception date:4/20/2006
Expiration date:4,/20/2007
| | Coverage Details
Baodily injury liability per occurrence:$200,000.00
State Zip Property damage liability per occurrence:$100,000.00
|| | Medical payments per person:$10,000.00
Uninsured motorist bodily injury liability per accident:$300,000.00

Uninsured motorist property damage per accident:$10,000.00
OR Collision deductible:$500.00

Comprehensive deductible:$100.00
[ GettMap | [ AutcFill | Daily rental coverage/limit (days):$25.00/Day 30 Days

Sametime Edit |

X

Pecople Meetings Options Help

H Iam Active

E‘&'ﬁ Claim Agents

@ Matthias Kramer
Scott Wayman

B Maya Valentine

Step 9: Fill out the accident details and continue.
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Jennifer Tibet, Customer Service Rep i
Home [EEHGTe] My Tasks My Reports My Dashboard Help My Favorites _

Calendar Edit | 7 - X Details Edit | 7 - X
Details

0ss
it Open Calendar P .

Todays Calendar

Street address of accident:

S9:20 am | Weekly Status
Meeting City

11:00 am | Recognition
Luncheon CEmbes

2:00 pm | &ll Hands Call

Map Info Edit | 7 - X

Address or Intersection

Accident description: (
City

State Zip Additional Passangers: yes O No

” | Front passenger D Rear Left D Rear Right D
- e comtarts v AP 5

[ GettMap | [ AutcFill |

Jurisdiction:

Sametime Edit | 2 - x ‘Where is vehicle now:

People Meetings Options Help

H Iam Active

%3 Claim Agents
: 4@ Matthias Kramer
Scott Wayman

-l Maya Valentine

Step 10: Start to take details on the damage, the insured needs arepair facility, so use the
auto fill to get map info based on the accident location.



Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | Help

Jennifer Tibet, Customer Service

Calendar edit | ? - x|l Loss Details
B Open Calendar
Todays Calendar

9:30 am | Weekly Status
Meeting

11:00 am | Recognition
Lunchecon

2:00 pm | &l Hands Call

Map Info Edit | ? - 3

Address ar tion

City

State zZip

| |
on [Racent semrchez [¥]

Get Map o Fi

People Meetings Options Help

B Iam Active

E&'ﬁ Claim Agents

. ¢ Matthias Kramer
Scott Wayman
Maya Valentine

E&'ﬁ Client Contacts

& Seymour Business

Colin Freeman

Step 11: Launch the map tool



OVATIVE Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | Help
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Jennifer Tibet, Customer Service Rep
Home My Tasks My Reports My Dashboard Help

My Favorites

Calendar Edit | 7 - x oss Details X
i Open Calendar Vehicle Detail
Todays Calendar
9:30 am | Weekly Status vehicle repairs required: yes () no O
Mesting
caniacarauind veu O o O oty )
11:00 am | Recognition
Luncheon Does the vehicle need towing: ves () o ()
2:00 pm | All Hands Call
B Has a tow truck been called: yeas O No O
Map Info Edit | 7 - X
Address or Intersection Ve
34 Elmsdale Lane Wehicle Damage Description:
| | D Left Front I:l Middle Front D Right Front
City D minor I:l minor D minor
|Naper\rllle | [ medium [ medium [ medium
State Zip D severe D severs D severs
in |soses |
o [Recart Sezcres [¥]
[ Left middla [ right middle
{ GetMap ) [ AutoFill |
D minor D mincr
Sametime GEdit | 7 - x [ medium [ medium
People Meetings Options Help D severs D savers
H Iam Active
%8 Claim Agents
¥ Matthias Kramer D Left Rear |:| Middle Rear D Right Rear
Scott Wayman [ minor O miner [ minor
B Maya Valentine [ medium [ medium [ medium
&8 Client Contacts [ severe [ severe [ severe
¥ Seymour Business
B Colin Freeman
[ Continue |

Step 12: Select preferred vendors and select the collision repair option
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For directions maximize the map = | Site

r? 31 gm:;lliﬁhﬁ R@ﬂkfamg@mmﬂedkfm C}

Community Services

B Travel & Tranzportation

[ Hospitals ]

[ hirports

Car Rental
Collision Repair

m‘- i'r.rn E Tow Truck

nghli

;@ﬁr

‘ [ Hotelz ]
[ Train Stations ]

[ Public Transportation ] tify

[ Tauni= ]
Financial & ATM=
e
. Sherry
o
.Find]‘-.[welieerhry‘
Address or Intersection
24 Elmsdale Lane
[ ] Left Front [] middle Front o Right Front
City [l minar [ miner [ minor

Step 13: Select information on A& C Collision Center, the Insured’ s choice of the nearby
facilities.

Authorized Repair Facility

Fhone #

555-3334311
555-332-78590
555-332-86754
555-332-0012
555-333-6757

Step 14: Send a notice of work request, then close the map.



L
o
Fhone &
a Q  =hellGesSnticn 555-3334311
©  RossTmckswop 555-332-7890 —
Q  E¢:Tncswcp 555-332-6754
(*)  A&ccoltisionCenter 555-332-0012 ic

555-333-6767

Mame: A & C Collizion Canter & Brake Specializts
Addrazs: 13 Nolan"s Lane, McLaod s Crossing, Napervills IL 80565
Talephons: 333-333-0012

Send Motice of Wnrk@

I_l meadinm

_'I I_l meadinm

Step 15: Continue filling out the loss details, and then launch the map again to find atow
service.

&

Jennifer Tibet, Customer Service Rep

Home My Tasks My Reports My Dashboard Help

|NNO\\'AT|VE Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | Help
MSURANCE

thirking outside the box @

Calendar edit | 7 - x| Loss Details Edit | 7 - X
i Open Calendar
Todays Calendar

Vehicle Details

9:30 am | Weekly Status Vehicle repairs required: ves () no O

Meeting -
Rental car required: Yes@Nu O Notify

Does the vehicle need towing: yes @Nu O

Has a tow truck been called: vas @Nu O

11:00 am | Recognition
Lunchecon

2:00 pm | &ll Hands Call

Map Info Edit | ? - X

Address or Intersection TEEE =

24 Elmsdale Lane Wehicle Damage Description:

[ Left Front [] middle Front a Right Front
City [ minor [ minor O minor
Napervilla [ medium [ medium [ medium
State Zip D severe D severe D saevere
IL 60566

R [Racent saarenes ]
£ Ty ((Aute Fil L] Lot middle [ right middle
Get Map Auto Fill
D minor

— O minor
Sametime edit | 2 - xENGCCILS [ medium
People Meetings Options Help [ severe [ severs

B Iam Active
44 Claim Agents
& Matthias Kramer D Left Rear D Middle Rear I:l Right Rear

Scott Wayman [ minor [ minor O minor
H @ Maya Valentine [ medium [ medium [ medium
E% Client Contacts [ severe [ severe [ severe

¥ Seymour Business

""" B Colin Freeman

[ Continue |




Step 16: Select Tow trucks from the map feature.

For directions mavimize the map
al ,_a\._j k\ijzm:i,ll-ﬂhni Praferrad Vendors (L) Non Prerred Vendors (L)

Community Services

[ Haospitals ]
[ hirports ]
[ Car Rental ]

Hotels

[ Train Stations ] el

[ Public Transportation ]

[ Taxi= ]
Financial & ATM:

Fhone &

555-333-6018 3 milss

Harkin AutoTowing 555-333-3528 5 milss B

)  Al'sTow & Repair Shop 555-333-8475 10 miles ~
@  YorkMines Tow & Trucking 555-333-1029 17 miles —
)  Capabis Vehicls Towing 555-333-3847 28 miles =

Step 18: Then dispatch the tow truck to the scene and then close the map features.



Aunthorized Towing Facility

Name
(¥) ComsterGaree:
) Herkin AutoTowing
)  Al's Tow & Repair Shop
O ok Mines Tow & Trucking
) CapebleVahicle Towing

Fhone &

555-333-6018
555-333-3620
555-333-8475
555-333-102%
555-333-3847

3 miles
5 miles
10 miles
17 miles
1B miles

Addrazs: 133 Tenth Strest. Napervills Il 80548
Telephons: 355-333-6018

g Dispatch i :)

|| ] 8] B] 8] 5] B] 5] ¥

Step 19: Complete the vehicle details of the claim and continue.

Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | Help|
Jennifer Tibet, Customer Service Rep
Home My Tasks My Reports My Dashboard Help My Favorites _
Calendar edit | ? - x|l Loss Details Edit | ? - %
i} Open Calendar P B
Todays Calendar
3:30 am | Weekly Status Vehicle repairs required: ves (8 no O
Meeting -
Rental car required: yas @ No O Notify
11:00 am | Recognition
Luncheon Does the vehicle need towing: ves (&) no ()
2:00 pm | &ll Hands Call
L Has a tow truck been called: veas @ No O
Map Info Edit | ? - x

Address or Intersection
24 Elmsdale Lane

City

Maperville

State Zip

(8 650566

OR | Recent Searches
[(GetMap | [autoFil |
Sametime Edit | @ - %

People Meetings Options Help
H Iam Active

&4 Claim Agents

¥ Matthias Kramer
Scott Wayman

B Maya Valentine

B4 Client Contacts

¥ Seymour Business

""" B Colin Freeman

Vehicle Details

[ vLeft Front @Iiddle Front @Kight Front
D minor Dminur D minor

[ meadium [ medium @edium
D sewvere D severea D severe

[ Left middle ight Middle
I:l minor r

[ medium medium
[ severe [ severe

[ Left Rear [ middle Rear [ right Rear
D minor D mincr D minor

[ meadium [ medium [ medium
D sewvere D severea D severe

"fi:..—: ;ontinue ;




Step 20: Complete the 3" party loss section, assign a property appraiser and continue the
clam.

Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | Help

Jennifer Tibet, Customer Service Rep i
Home [ECh G Ele] MyTasks My Reports My Dashboard Help My Favorites ||

Calendar Edit | ? - x

o0ss Details Edit | 7 - %

it Open Calendar

Third Party Damage Details
Todays Calendar

5:30 am | Weekly Status Other Damage:
Meeting

Damage Categoryd A
11:00 am | Recognition

Luncheon Name of Property Owner: <
2:00 pm | All Hands Call

Location of Prope

Map Info e Was Other Party Notified: yes @u O
Third Party Damage
Address or Intersecticn Description: —

|34 Elmsdale Lane |

City

|Napervi||e |

State Zip

|IL ”60556 | EEEIHI‘I PrﬂDEI't; Appraiser 2
on [Rezart sewrenes ]

q Continue D
[ Gettap | [ AuteFil |

Sametime Edit | 7 - %

People Meetings Options Help
H Iam Active
E‘&'ﬁ Claim Agents
: ¥ Matthias Kramer
Scott Wayman

B Maya Valentine

E-#% Client Contacts

¥ Seymour Business

B Colin Freeman

Step 21: Review the claim summary and submit.



Edit Profile | Personalize Desktop | HeIpE

Logout | FAQs | Site Map |

Jennifer Tibet, Customer Service

Calendar Edit | 7 - Loss Summary Edit | 7 -

id} Open Calendar
Todays Calendar

9:30 am | Weekly Status
Meeting

11:00 am | Recognition
Luncheon

2:00 pm | All Hands Call

Map Info Edit |

34 Elmsdale Lane |

City
Naperville |

State zip
i |[soses |

OR | Recent Searches

Get Map | [ AutoFill |

People Mestings Options Help
B Iam Active
E&'ﬁ Claim Agents

% Matthias Kramer

Scott Wayman

B Maya Valentine

E&'ﬁ Client Contacts

¥ Seymour Business

Step 22: We've finished with this role so logout of Jennifer’s portal



@ FAQs | Site Map | EditProfile | Personalize Desktop | Help
Jennifer Tibet, Customer Service Rep
Home My Tasks My Reports My Dashboard Help My Favorites

Calendar edit | 2 - x|l Call List Edi
Hame

m® Open Calendar Policy Number Request Type Time in Quaue Take call
Todays Calendar Rajiv Sanooth 254512839 Policy Update 3min
9130 am | Weeldy Status Kim Storm 827645321 Property Damage Claim 1min

eeting

11:00 am | Recognition Luncheon

2:00 pm | All Hands Call

Map Info Edit | 2 - ¥

Address or Intersection

34 Elmsdale Lane

City
Naperville
State zi

r—
OR | Recent Searches
Get Map Autae Fill

Sametime Edit | X

People Meetings  Options  Help

B Iam Active

E&fﬁ Claim Agents

‘- $ Matthias Kramer
Scott Wayman

B Maya Valentine

E-44 Client Contacts
@ Seymour Business

B Colin Freeman

Role 2: Scott Wayman, Claims Agent

Step 1: Select Scott Wayman'’ s cartouche to enter the claims agent role.
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Step 2: Log into Scott’s portal

Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | Help

NNOVATIVE
URANCE

Home My Workspace My Tasks My Reports My Dashboard Help My Favorites

UserIDi

Passwoéé'f I
C

>

Not registered? Sign up

Step 3: Go to Scott’ s workplace



ott - Claims Adjustor
»1y Tasks

My Workspace

X

Sametime Edit |
People Mestings Options Help
H Iam Active
E|r3"r3 Claim Agents
: ¥ Matthias Kramer
Scott Wayman

B Maya Valentine

E-#3 Client Contacts

¥ Seymour Business

B cColin Freeman

Calendar Edit |

= Open Calendar
Todays Calendar

9:30 am | Weekly Status
Meeting

11:00 am | Recognition
Luncheaon

2:00 pm | All Hands Call

Logout | FAQs | Site Map | Edit Profile

Personalize Desktop | Help

=
.
=)
3
L4

My Reports My Dashboard Help

|

Innovative Insurance Reponds to Hurricane Katrina

The Innowvative Insurance Foundation Establishes $1 Million Hurricane Recovery
Fund

Social Responsibility Report

Going beyond what's expected

Quick service key to customer loyalty
An attitude that makes the difference
Fraud Investigator puts customer first
Community Newsletter

Innovative Insurance Matching-Donation Program Raised More than $1.5 Millien
for Tsunami Disaster Recovery

Step 4: Open his new claims

My Favorites

Alerts Edit | ? - x
Mew Alerts: 2

A Attention: Cross-Sell
Excesds
Threshold!

A Attention: Complete
your 2007
Eansfits
Plan
Enrcllment

Email Edit | ? - %

Mew
Messages™®

E% Inbox: 23 Messages
(5 new)

[‘Z? Draft: 2 saved

@ Sent: 32 messages

@ Trash: 21 total
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Scott Wayma Scott

Sl My Workspace

Calendar Edit | 7 - x
i Open Calendar

Todays Calendar

9:20 am | Weekly Status

Meeting

11:00 am | Recognition

Lunchecon

2:00 pmn | &l Hands Call

Map Info Edit | 7 - X

Address or Intersection

City

State Zip

| |
o [Recent searcnes [¥]

[ Get Map ]

[ Auta Finr |

Sametime Edit | 7 - x
People Meetings Options Help
H Iam Active
E&'ﬁ Claim Agents
Evan Keel
Ben Good

E-33 Billing
EJ&'TS Agency CSRs

Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | Help|!
Claims Adjustor
'y Tasks My Reports My Dashboard Help
‘Work A Edit | %[l My Team Edit | ? - x

2500 @ &=

3( New Claim9

a7

Open Claims

Auto Appraiser

Stephen Neil
Telephone: 233-867-5410
Accounts Manager

Janet Mclean
Telephone: 233-832-0057
Claims Adjuster

Paul Hernandez
Telephone: 356-232-4321

Team Directory edit | = -
Search
GoI

Advanced Search

Lookup Edit | ? - x
By Paolicy Number

]

Advanced Search

Information Edit | ? - x
Insurance Manuals

National Automotive Policy
Handbook

Claims Risk Analysis
Banking Green Pages

MLm=

Step 5: Select Worksheet from the dropdown and open up the first claim in his queue.



Logout |

FAQs | Site Map | Edit Profile | Personalize Desktop | Help

Scott Wayman, Scott - Claims Adj

O S e My Tasks My Reports My Dashboard

Calendar

Edit | 7 - x

= Open Calendar

My Favorites

Auto Appraiser

2500 &= |[came_[y]
3

Todays Calendar 2 |New Claims

Stephen Neil

OR | Recent Searches

[ Get Map ]

[ Auta Fir |

Sametime

| X
People Meetings Options Help
B Iam Active

&4 Claim Agents

@ &4 Billing

Step 6: Open up the loss snapshot for this claim.

o7 1o Clai Telephone: 323-867-5410
an aims
5:320 am | Weekly Status ik Accounts Manager
Meeting
— New Claims Edit | 7 - x Janet Mclean
11:00 am | Recognition - - Telephone: 333-832-0057
Luncheon 2500 ME & =uewcaims [v] D 1-40F32  Claims Adjuster
2:00 pm | All Hands Call Claim Mumber Surer NarT — Date of Loss Paul Hernandez
a Mary Frazets |11/13/2006 __——> Telephona: 356-232-4321
Map Info  edit | ? - x|EESEREE "Della Horne T11/13/2006 - e |
. eam Directory edit | 2 -
Address or Intersection AUTE301 Billie R. Kally 11/13/2006
| AUTT4E3 Rajiv Sanocth 11/13/2006 Search
City | 6o
[ | Advanced Search
State Zip

Lookup

By Policy Numbe
| GoI

Advanced Search

Edit | 7 - x

Information Edit | 7 - x
Insurance Manuals

National Automotive Policy
Handbook

Claims Risk Analysis
Banking Green Pages




NNOVATIVE Logout | FAQs | Site Map | Edit Profile | Personalize Desktog*
NSURANCE

Scott Wayman, Claims Agent
AT S MyTasks My Reports My Dashboard Help

Calendar edit | ? - x|l Work Sheet edit | 2 - x|l My Team |

@ open calendar LG &G E &+ = | |workshest Auto Appraiser
Todays Calendar Policy Number 321456798 Claim Number 1234 Stephen Neil
Insurer Innovative Insurance Policy Holder Mary Frazets Telephone: 322-867-5410
S:30 am :‘Veil-.clv Status Loss Date 11/13/2006 Printable Summary Accounts Manager
==1ns Janet Mclean
11:00 am | Recognition Diary Contact claimant Telephone: 333-832-0037
Luncheon . . . ) ~
Conduct followup with Vehicle Repair Claims Adjuster
2:00 pm | All Hands Call .
P Tow Truck services Paul Hernandez
Rental car agreement Telephone: 356-232-4321
Rental car agreement
Map Info Edit | ? - x
Add other... Team Directory Eedit
Address or Intersection Claim Actions and Status
| | Search
City |
| | Advanced Search
State zZip New Claims Edit | ? - x

Looku edit I[N
| I | Name = . l
OFR | Recent Searches Investigation W Policy/Contract W Financials WPmpertw’ W Correspond 1 By Policy Number .
D

[[BetMap | [ AutoFil | 34 Loss Snapshot Mary Frazets West Main Street, Naperville 11/13/2006 |

. 1234 FNOL Record Mary Frazets West Main Street, Naperville 11/13/2006 Advanced Search
Sametime Edit | X
People Maetings Options Help Information |

._ I am Active Insurance Manuals

83 Claim Agents National Automotive Pc

Handbook

Claims Risk Analysis
Banking Green Pages
Weather

@3‘5 Agency CSRs

Step 7: Close the loss Snapshot, then open up the FNOL Record
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&1 eDocument Viewer - Microsoft Internet Explorer

Wa |

M

et et IFED B & BED mEbhH v
ior |
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Step 9: Click on *add other...” to add some actions required.
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Step 10: Check on Accident Report and Vehicle Repair Invoice. Click ‘add’
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Step 11: Logout
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Role 3: Kevin Newman, Claims Manager

Step 1: Select the claims manager cartouche
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Step 2: Log into Kevin's portal
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Step 3: Go to Kevin's dashboard
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Step 4: Review the dashboard and decide to look into why one area has gone into the
red.
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Step 5: Review that it’s Scott Wayman, who is out on medical leave, that is causing the
situation. Right click on his name in the org-tree and select the click-to-action ‘tasks’ to

get hiswork queue.
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Step 6: Select the claims in his personal queue and escalated tasks and use the transfer
option

Logout | FAQs | Site Map | Edit Profile | Personalize Desktop | Hel
Kevin Newman, Claims Manager
Home My Alerts My Tasks My Reports [CPIDERELLLETG|  Help My Favorite
‘Work at a Glance for Scott Wayman Edit | X
|Global Queue @A Task Typel Al v Advanced [ Total Items 250

| Received From = Type =7 Received Date =~ Priy. Source -7 Action

O Jones and Kline Property Claim August 20, 06, 10:03 am 2 Paper OlD+ 2l

[0 ¥ Miranda Leeky Home Claim August 20, 06, 10:04 am 3 Email P2@-+a7

Case Number: 2357 Escalated By: Ivan Watching Reason: Cancel/Save special handling
O Morose and Toomey Auto Claim August 19, 06, 11:45 4 Xfer from FC OD-+4 7

| Personal Queue O @ Unc\a\mTasks

Received From =7 Type -+ Received Date .+~ Priy = Reason_ - Action
(| Mary Frazerts Automotive Claim November 13, 06, 11:04 am 1 Wait for Payment 2@ E
[0 ¥ MimiDocile home Claim August 18, 06, 11:58 am 2 Wait for Form 2@ E
O Belinda Fruend Auto Claim November 17, 06, 1:45 pm 1 Wait for Callback L@ E

| Escalated Tasks 2 & show Advanced [ Total Items 20

@ Received From = Type -~ Received Date .+~ Assigned To_ = Priy o Reason = Action
0 &  Atanta Auto Claim August 20, 06, 10:10 am L. Halpin 1 Pending Police Report O A
0o + Dunbridge and Denver Property Claim August 19, 06, 09:47 am GAHOME 1 Pending Estimate O+ a
o @ Anderson and Baker Property Claim August 18, 06, 10:42 am GAHOME 1 Pending Estimate Jolo¥
[0 ¥ @ Lally and Tines Auto Claim August 18, 06, 2:48 pm GAAUTO 1 Pending Invoice jolo¥



Step 7: Select Matthias Kramer and transfer the tasksto him
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Step 8: Log out of the managers portal
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Role 4: Matthias Kramer, Claims Agent

Step 1: Select Matthias' cartouche
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Step 2: Log into Matthias' portal
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Step 3: Go to his workspace
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Step 5: Select the recently updated claim
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Step 6: Review the accident report
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Step 7: Close the accident report, check it off, and then go to the property damage tab of
the virtua claimfile.
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Step 8:Review the repair invoice and the damage photo, closing the viewers after each.
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Step 9: Check off on the Invoice, and go to get authorization for the out of range claim
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Step 10: Hold the conversation with Kevin, and saveit.



ISLIRANCF e
@ Kevin Newman/Newark/Innovative Insurance - Starte... |

F
!
3
;
£

H
b
&
@
B
=]

B Kevin Newman - Mewark, N.J U5a
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Step 11: Go to the correspondence tab of the virtual file, note that the conversation is now
part of the permanent record.
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Step 12: Go to settle the claim and make payments.
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Mesting

Printable Summary | Accounts Manager
Janet Mclean

Telephone: 333-832-0057
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Step 13: Send payment for A& C Collision
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Step 14: Review the payment transaction and submit.
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Step 15: This concludes action on this claim. So logout of Matthias' portal.
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This concludes the Insurance Claims Handling Day in the Life Demo
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