
MyGuide

USING HAVING

Setting 
aside time

Asking for 
opinions 
(word of 
mouth)

Knowing 
what 

questions to 
ask

Pain

Protecting 
my stuff

Visiting 
agent 
office

Reading info 
about 

company and 
offerings

Pain

Reading 
reviews of 
insurance 
companies 
and agents

Shopping 
by price

Shopping 
by payment 

options 
(security)

Shopping by 
value beyond 

claims

Pain

Providing 
info to 

potential 
insurers

Pain

Understanding 
coverage 

needs

Documenting 
what I have

Pain

Understanding 
how 

connected car 
affects 

premium

Understanding 
how to use 
connected 

device (smart 
phone)

Choosing to 
use connected 
device to lower 

premium

Finding an 
agent who 
works with 

my schedule

Waiting for 
return 

phone calls
Pain

Choosing 
AmFam as 
insurance 
company

Pain

Choosing 
premium/
deductible

Understanding 
what I am 
actually 

covered for
Pain

Identifying 
preferred 
method of 

contact

Knowing who 
my agent is 

(online auto)
Pain

Documenting 
new agent 

info

Remembering 
usernames 

and passwords

Pain

Communicating 
coverage info 

to relevant 
family 

members

Setting up 
connected 

tech

Figuring out if 
letter from 
AmFam is 

important or 
spam

Pain

Understanding 
purpose of 

communications 
from AmFam

Pain

Remembering 
payment 
methods

Pain

Tracking/
remembering 

automatic 
payments

Pain

Making 
payment by 
credit card

Shopping by 
price (e.g. 
millennial 
switching)

Understanding 
why rates have 

changed

Pain

Waiting on 
hold when 

trying to talk 
to someone

Pain

Driving 
safely

"Signing" 
contract

Completing 
MyAccount 

process
Pain

Downloading 
MyAmFam 

app

Receiving 
email for 

MyAccount

Being 
declined 
coverage

Pain

Contacting 
old agent 

after 
transfer

Contacting 
new agent

Understanding 
why agent 
changed

Pain

Contacting 
agent 

directly

Talking to 
chatbot on 

AmFam.com
Pain

Being 
referred to B 

& A; The 
General

Pain

Using 
search 

engines

Researching 
policy 

options
Pain

Visiting 
company 
websites

Knowing who 
my agent is 
(generally)

PainAssessing 
my stuff

Being 
contacted 

by an agent

Searching 
for an 
agent

Choosing 
an AmFam 

agent
Pain

Choosing a 
channel for 

quote to bind
Pain

Making a 
payment 

to AmFam

Receiving 
coverage 

confirmation 
for each policy

Informing 
agent of 

changes to 
insurance 

needs

Sending bill of 
sale as 

evidence not 
covered under 

policy

Documenting 
need for 
coverage 

change (photos)

Pain

Receiving 
copy of 
policy 

change

Waiting on 
hold when 

trying to talk 
to someone

Pain

Receiving 
notification 
that agent 
is changing

Looking 
for a new 

agent

Replying 
to agent 
PIR invite

Reading 
coverage 
summary 

letter

Talking 
about cost 
change to 

agent

Talking to 
AmFam 

person other 
than agent

Establishing 
new 

payment

Pain

Noticing 
something 

has 
changed

Understanding 
what letter 

says

Pain

Pain

Requesting 
a new 
agent

Pain

Signing up for 
new programs 
and discounts

Receiving 
policy docs 
by mail or 

electronically

Requesting 
help to 
smooth 

payments
Pain

Calling 
SSO

Viewing 
policy docs 

online
Pain

Changing 
deductibles 

or limits

Adding a 
specific 

endorsement

Pain

Signing 
documents

Repairing/
replacing property 

per insurer 
requirements to 
keep insurance

Pain

Asking 
questions 

about policy 
or contract

Pain

Worrying

Understanding 
requirements for 
discount eligibility 

(e.g. what 
documents are 
needed when)

Pain

Changing 
effective date 

of policy 
(Property; 

home closing)

Requesting 
Proof of 

Insurance 
cards

Pain

Customer Activities

[Agent comes into play during onboarding)

Completing 
enrollment 
process for 
discounts

Pain

Changing 
coverage 
based on 
season

Requesting 
help to 
smooth 

payments
Pain

Receiving 
Proof of 

Insurance
Establishing 
relationship 

with new 
agent

Pain

Choosing 
to switch

Understanding
the bill

Remembering 
advertisements

Submitting 
documentation 

for discounts

Pain

Changing 
password

Getting 
locked out 
of account

Pain

Receiving 
notification of 

new amendment 
to policy

Pain

Interacting with 
bank 

underwriters on 
mortgage closing

Pain

Buying a 
new car

Changing 
family 

circumstances

Buying  
new 

property

Buying a new 
specialty 

vehicle/object

Shopping for 
a new car, 
property, 
toys, etc.

Syncing 
Know Your 
Drive data

Pain

Sending 
documentation

Pain

Paying an 
overdue premium 

to reinstate 
lapsed coverage

Pain

Budgeting for 
insurance 
premiums

Choosing 
paper as 

billing 
method

Evaluating 
how auto 

safety features 
affect 

premium

Insuring 
(new) car 

before 
driving off lot

Pain

Knowing who 
to contact with 
claims- related 

questions

Pain

Initiating a 
claim (can be 

done via 
MyAccount)

Pain

Choosing an 
independent 

adjuster
Pain

Pain

Scheduling 
meet with 

claims 
adjuster

Pain

Meeting 
with claims 

adjuster
Pain

Pain

Tracking claim 
status (can be 

done via 
MyAccount)

Pain

Documenting 
conversation 
history during 
claims process

Pain

Obtaining 
alternate 

transportation 
after accident

Pain

Getting 
auto/property/
specialty fixed 

(repaired)
Pain

Tracking 
status of 
repairs

Pain

Approving 
estimated 
amount 

(damage)
Pain

Pain

Responding 
to lawsuits

Pain

Pain

Negotiating 
claim

Pain

Finding 
a lawyer

Pain

Pain

Notifying 
third party 
interest of 

lossPain

Receiving 
payment

Pain

Going to 
the 

doctorPain

Paying 
medical 

billsPain

Selecting 
discounts

Pain

Adding 
umbrella 

policy
Pain

Deciding 
to buy life 
insurance

Requesting 
documents 

for taxes

Experiencing 
rate change 
due to credit 

rating
Pain

Experiencing 
rate change 

due to driving 
record

Pain

Receiving 
notification of 
rate change 30 
days prior to 
renewal date

Receiving 
notification of 

rate change > 25% 
60 days prior to 

renewal date

Calling 
MyAccount 

extension for 
help (ASCR)

Pain

Pain

Receiving letter 
asking for 
discount 

documentation

Pain

Being told 
premium is 

changing (SEE: 
Experiencing cost 

change)
Pain

Being told 
coverage is 

changing (SEE: 
Experiencing 

coverage change)
Pain

Deciding to 
lower or reject 

certain 
coverages

Signing 
documentation 

for coverage 
change

Maximizing 
time

Evaluating 
how choice of 
vehicle affects 

premium

Health- 
related 
issues

Calling agent to 
ask if filing a 

claim will affect 
premium

Pain

Setting up 
MyAmFam 

app

Cancelling 
previous policies 

with other 
insurance carriers

Pain

Being 
cancelled 

by UW
Pain

Making 
payment at 

agent's 
office

Checking on 
account 

balance before 
auto- payment

Paying via 
Care 

Center 
(SSO)

Looking to see if 
other companies 

better identify 
and react to 

needs

Receiving 
Proof of 

Insurance 
cards Receiving 

repair 
letter

Pain

Contacting 
AmFam to 

cancel policy
Pain

Scheduling 
time to meet 

with agent

Pain

Requesting 
additional 
discounts

Requesting 
a PIR

Waiting for 
settlement

Pain

Disputing 
claim 

payment
Pain

Providing 
information 
for coverage 

dispute
Pain

Receiving 
claims 
denial

Pain

Asking about 
missing 

coverage
Pain

Asking what 
discounts 

are available
Pain

Making 
decisions

Comparison 
shopping

Purchasing 
insurance

A

Setting up 
account(s) and 

technology

Receiving other 
communication 

from AmFam

Receiving 
enrollment 

confirmation

Transferring 
money

Withdrawing 
money for 

cash 
payment

Asking 
about 

billing error

Pain

Getting 
charged twice 
with autopay

Pain

Keeping my 
premiums down

Life Events

Requesting 
Policy Review

Filing a 
claim

Following up 
on claim status

Experiencing 
coverage change

Requesting 
additional policy

Requesting 
billing change

Disputing 
coverage

Being 
onboarded Managing 

my accounts Paying my 
insurance bills

Renewing 
insurance

Misunderstanding 
coverage and 

rates

Pain

Talking to 
others about 

AmFam 
experience

Posting on 
social media 

about AmFam 
experience

Calling 
Billing to 

set up AFT
Pain

Setting 
up online 

billing

Choosing a 
payment 

method (SEE: 
Choosing 

billing path)

Choosing 
auto- pay

Choosing 
paperless 
as billing 
method

Choosing 
billing path

Choosing 
no auto- 

pay

Choosing 
AFT

Choosing 
auto- pay

Choosing 
no auto- 

pay

Choosing 
monthly bill 

via mail

Choosing 
monthly 

bill online

Setting up 
auto- pay 
(online v. 

AFT)

Requesting 
agent change

GETTING

Agency

S&SO

App

Experiencing 
agent change

SERVICING CLAIMSACQUIRING

Identifying 
people who are 
experiencing life 

changes

Pain

Meeting with 
potential new 

customers

Advising 
prospects 

on coverage 
options

Assessing 
prospect's 
insurance 

needs

Establishing 
trust (in new 
relationship)

Helping 
prospects make 
decisions about 
policy options

Pain

Providing 
prospects with 
info consistent 
with website

Explaining 
what policy 

covers

Explaining 
discount 
eligibility

Pain

Encouraging 
client to 

recommend to 
family 

members

Understanding 
new products

Pain

Promoting 
programs/
offerings

Transitioning 
customers to new 

products

Informing 
client they will 
be transferred 

(old)

Helping client 
transition to 
new agent 

when needed

Pain

Introducing 
self to 

client as 
new agent

Making 
current client 
feel like more 

than a number

Helping client 
understand 

what impacts 
rate changes

Pain

Answering 
questions

Pain

Resolving 
problems

Pain

Providing 
info 

consistent 
with website

Being a human 
point of 

contact during 
high stress 
situations

Communicating 
billing and 
payment 
options

Providing 
timely 

service to 
client

Researching 
cost of 

additional policy 
coverage

Pain

Meeting with 
client to add 

specialty 
coverage 

(boat)
Pain

Sending 
contract 
to client

Generating 
"what if" quotes 

for additional 
policy coverage

Pain

Sending 
payment 

schedule to 
client (email)

Getting referred 
to different 

departments 
(services, billing) 
by the Help Line

Pain

Pain

Transferring 
client to 
claims 

adjuster

Collecting 
information 

needed for quote 
from multiple 

sources

Pain

Answering specific 
questions via 

phone/in- person 
during research 

phase
Pain

Asking 
underwriters 

questions

Pain

Answering 
frequent prospect 

questions (cost, 
coverage, and 

discounts)

Pain

Interacting with 
multiple 

underwriters (on 
the same file)

Pain

Figuring out 
what 

qualifies as a 
"hazard"

Pain

Getting LMR 
reimbursement 

for open house or 
customer 

appreciation 
event

Adding 
prospects in 

Apex/CRM tool 
following 

event

Transferring 
quote to 

staff/Customer 
Service 

Representative
Pain

Encouraging 
bundling

Marketing 
to target 
lifescape 
segments

Entering 
quoting info 
from SIS into 
Mainframe

Pain

Getting to 
know potential 
customers in 

person

Referring to third 
party sites to help 

generate quote 
(realty sites, 

Zillow, city assess, 
appraisals)

Tailoring 
coverage to a 

prospect's 
specific 

situation

Explaining 
coverage 

denial
Pain

Providing 
necessary policy 
documentation 

to mortgage 
company

Selecting 
client's 
billing 

preference

Collecting 
client 

signatures

Collecting 
any 

additional 
info

Pain

Identifying 
next steps to 

keep 
discounts

Pain

Helping to set 
up MyAccount 
on surrogate 

computer
Pain

Receiving 
list of 

clients up 
for renewal

Offering 
PIR

Reviewing 
client 

policies

Binding 
coverage for 

replaced 
vehicle

Identifying 
gaps in 

coverage

Cross- 
selling 

umbrella 
policy

Contacting 
client prior to 
rate increase

Pain

Uploading 
policy 

documents 
to clients

Calling
non- paying 

client

Pain

Setting up 
client with new 

discounts/
programs

Uploading 
discount 

documentation 
to PolicyCenter

Pain

Offering 
 PIR

Updating 
client 

regarding 
claim state

Receiving call 
from customer 
(FNOL) at time 

of loss

Calling client 
after a claim to 

make 
everything is 

OK

Handling 
complaints

Pain

Responding 
to emails

Pain

Responding 
to specific 

client 
needs

Explaining why 
certain 

features/
coverages are 

bundled

Explaining 
premium 

increases to 
client

Pain

Reacting 
to blocks 

binds
Pain

Pain

Explaining 
increase to elderly 

client who have 
no claims

Pain

Helping in 
the 

community

Paying for 
small 
claims

Pain

Understanding 
why a system 

defect is holding 
up customer's 

coverage change

Pain

Calling 
Underwriting

Pain

Explaining 
UW actions 

to client

Pain

Making notes 
about client 
contact and 
interaction

Calling PL 
Support 
Center

Pain

Trusting 
technology

Empathizing 
with 

customers

Reporting 
system 
defects

Knowing when 
to say "no" 

(pre- UW, claim 
coverage)

Pain

Helping client at 
time of loss -  

cleanup/repair/
consoling them

Trusting the 
information 
given from 

home office

Talking to 
client about 

what discounts 
they may 
qualify for

Producer Activities

Getting referrals 
from new- to- 
insurance or 

changing 
insurance 
customers

Pursuing leads 
who have 
insurance 
elsewhere

Pain

Reaching out to 
existing book of 

business to cross- 
sell (i.e. other 

coverage needs)

Enticing 
prospects with 

drawing, 
sweepstakes, 

etc.

Reaching 
out to leads 

to offer a 
quote

Convincing 
customer 

of coverage 
value

"X- dating" 
lead if time 

is not 
convenient

Putting the 
application 
through the 

system
Pain

Understanding 
multiple 
systems

PainReceiving 
proof from 
client for 
discount

Pain

Printing 
client's 

insurance 
cards in office

Cancelling 
previous 

coverage for 
new client

Uploading photo 
of customer home 

in EDMS for UW 
review (property)

Receiving 
notification of an 
impending rate 
change prior to 
renewal/change

Pain

Contacting 
client about 
impending 
rate change

Pain

Obtaining 
leads from 
business 
partners

Pain

Following 
up with 

old leads

Converting 
lead to 

contact in 
system

Determining 
if leads 

qualify for 
AmFam

Pain

Advising client 
to cancel 
previous 
coverage

Discussing 
rates and 

factors that 
impact them

Pain

Convincing 
prospect to 

choose 
AmFam

Understanding 
what products 

match prospect's 
needs

Pain

Responding 
to 

cancellations 
due to survey

Pain

Reacting to 
informational 

referral or 
survey

Going back and 
forth with 

underwriting to 
avoid losing 

customer

Pain

Explaining 
coverage 
change to 

client
Pain

Explaining 
premium 
change to 

client
Pain

Explaining 
cancellation

Pain

Helping to 
cancel 

previous 
coverage

Taking 
brunt of 

anger
Pain

Creating 
expectation 
of impact to 
future bills

Pain

Promoting 
MyAccount

Pain

Talking 
client out 
of change

Handling 
spins and 

splits (auto)

Pain

Cross- selling 
other lines of 

business (boat, 
RV, Umbrella)

Adding 
vehicle on 

policy

Pain

Replacing 
vehicle on 

policy
Pain

Filling out e- 
form for 
change 
(Classic)

Pain

Calling PL Support 
Center to report 
defect or wrong 

premium

Pain

Creating 
updated 
POI/EOI 

cards
Creating 

business case 
to get 

block/mass 
transfer

Discussing 
life 

changes

Pain

Explaining 
details/

limitations of 
coverage

Pain

Discussing 
impact of 

filing claim

Pain

Helping client 
file with 

responsible 
carrier

Setting 
up PIR 

meeting

Handling 
billing 
issues

Pain

Storytelling 
to position 

agency 
(posturing)

Talking about 
discounts 

with 
customer

Pain

Making 
assumptions

Pain

Validating 
assumptions

Pain

Going to 
different 

underwriters for 
quick responses

Pain

Sending emails to 
Agency Council 

with questions on 
account set- up

Pain

Explaining to 
client rate 

increase due 
to line of credit

Pain

Sending 
approval letter 
on surrogate 

computer

Pain

Dealing with 
systems that 

are down

Pain

Determining 
whether prospect 
is worth turning 
into "hot lead"

Pain

Receiving an 
Activity requesting 

discount 
documentation 

from client

Pain

Going back 
and forth with 

Services to 
verify discount

Pain

Hitting "complete" 
on discount 

documentation 
Activity, starting 

10 day countdown

Pain

Sending a manual 
Activity to request 

help from 
Services for 

coverage change

Pain

Convincing a 
prospect to get 

an AmFam 
quote

Monitoring 
late 

payments/
lapses

Querying 
birthday 

list

Contacting 
customer 

on birthday

Offering driving 
discounts to 

offset discounts 
falling off

Checking for 
loyalty 

discounts to 
offset discounts 

falling off

Cancelling 
policy

Documenting 
change and 

reasons for it

Calling Support 
Center multiple 
times to shop 
for/validate 

answers

Pain

Managing 
relationship 
throughout 

claim

Submitting 
claim on 
behalf of 
customer

Resolving 
coverage 
disputes

Pain

Sending out 
communications 

with risk 
mitigation tips

Documenting 
changes in 

Apex

Pain

Providing 
documentation 

for policy 
reformation

Pain

IDENTIFYING 
SUSPECTS

Internal

External

Assuring 
customer

SELLING

Pursuing quote to 
app for more 

accurate quote 
(prior 

violation/loss, 

Pain

Recommending 
enterprise 

options if they 
can

PROSPECTING

Quoting 
Classic 

customers in 
Advance

Pain

Preparing 
the quote

CLOSING

Binding 
policy

Turning off WiFi 
to help client set 
up My Account 

in office

Pain

Getting notified 
by ANS that client 

did not provide 
follow- up info for 

discount

Answering 
questions

Building 
customer 

relationship

Onboarding 
client

Explaining 
timeline

Setting 
expectations

Maintaining

Handling 
Complaints

Explaining 
coverage and 

premium 
options to client

Pain

Discussing 
terminations

Pain

Understanding 
property 
surveys

Renewing 
customer

Managing Effects 
of Cost Change

Conducting 
PIRs

Transferring 
Clients

Executing 
Coverage or 

Policy Change

Servicing 
claim

Communicating 
to client that 
they've been 
terminated

Finding people 
who need 
additional 
insurance

Pain

Identifying 
opportunities 

to
cross- sell and 

up- sell

Offering 
incentive post- 
quote/bind for 

submitting 
review

Explaining 
next steps 

to client

Maintaining 
expected 

coverage when 
client makes 

policy changes

Empathizing 
with client

Establishing 
relationship 

with new 
client

Pain

KEEPING

SERVICING TO MAINTAIN

PROTECTING RESTORING

S&SO Activities
 
 

Policy 

Claims

Ops Services

 
 

Support Center 
 
 

Billing 

Product

 
 

Underwriting
 
 
 
 

IS 

Training on 
new 

processes/
tools

Pain

Sending all 
My Account 

calls to S&SO 
 extension

Pain

Referring 
producer 

to UW
Pain

Collecting 
customer 
data in a 

secure way

Providing 
accurate 

estimates
Pain

Ordering 
risk 

reports

Answering 
producer 

questions about 
eligibility and 

coverages
Pain

Collecting 
potential 

customer data 
in a secure 

way

Resolving 
disputes in 

multiple phone 
call answers

Pain

Verifying 
TP 

coverage
Pain

PL Underwriting 
& Ops Activities

Denying 
coverage 

after 
inspection

Marketing

Providing 
guidance/
training to 

producers (field 
leadership)

Executing 
marketing 

campaigns to 
target 

segments

Explaining 
actions to 

agents
Pain

Issuing 
Welcome 

Packet

Answering calls 
from agents 

about coverage 
changes

Pain

EHH (existing): Auto

Helping 
potential 
insured 

find agent Started 
quote 
online

Part of 
existing 

household 
in APEX

Identifying potential 
insured's holistic 
needs, associated 
policy types and 

coverage selections

Pain

Collecting profile 
info, household 
members, UW 

questions, letter 
of experience

Pain

Collecting 
answers to UW  
questions  (auto, 
watercraft, misc)

Pain

Collecting 
documents via 
DocuSign (auto, 
watercraft, misc)

Pain

Collecting 
answers to 
eligibility 

questions (auto, 
watercraft, misc)

Pain

Assigning 
policy number 

to billing 
account

Applying 
payment to 

Billing 
Center

Taking 
payment 

(via Billing 
Center)

Setting 
up AFT

Capturing 
voice 

signature

Initiating 
MyAccount 
enrollment

Pain

Setting 
up 

paperless

Sending 
welcome email 
with necessary 
documentation 

attached

Sending S&SO 
agent notification 

requesting 
documentation

Pain

Verifying all 
required 

documents have 
successfully 

uploaded
Pain

Answering 
billing 

questions

Mailing 
P.O.I. 

documents

Explaining 
difference in 
application 

(Auto vs. HO)

Pain

Confirming 
successful 
enrollment 

in programs

Providing 
company info 
to potential 
insured (via 

phone or chat)

Prefilling for 
quote based on 

info sources 
AmFam already 

has

Pain

Walking 
insured 

through My 
Account

Pain

Verifying 
annual 
mileage

Pain

Referring Know 
Your Drive calls 

to email/
extension

Pain

Referring insured's 
call about rate 

change due to credit 
or driving to Credit 

Response Unit
Pain

Referring 
insured to 
Consumer 

Affairs
Pain

Pulling 
insured's 

calls
Pain

Managing 
social media 
posts (Social 

Care)

Answering 
agent IMS, 

emails, 
transferred calls

Pain

Providing 
payment or 

account 
history for tax 

purposes

Cancelling 
policy via 

chat or email

Pain

Adding 
discounts

Encouraging 
behaviors that 

promote physical 
safety through 

discounts (e.g. fire 
alarm)

Confirming 
changes

Receiving notice 
that agent is 

leaving (agent- 
initiated or 

AmFam- initiated)

Choosing 
which agent 
gets blocks 
of transfer

Pain

Mailing 
letter to 

customers

Pain

Processing 
requests for 
declaration 

page

Issuing 
moratorium

Sending 
cancel 
notice

Resolving 
disputes in 

multiple phone 
call answers

Pain

Writing HO, 
condo, MH 

and Renters

Pain

Answering 
coverage 
questions

Pain

Adding a 
vehicle to 

policy
Pain

Removing 
vehicle 

from policy
Pain

Changing a 
vehicle 

from policy
Pain

Swapping 
vehicles 

from policy
Pain

Transferring 
calls to 
Claims

Contacting 
Receivables 

about missed 
payment

Pain

Helping 
customer 

change due 
date for 
payment

Editing 
payment 

schedule (time 
or amount)

Adding 
billing 
block

Waving 
fees

Processing 
schedule 

edits

Voiding 
checks

Refunding 
payments

Scheduling 
edits (e.g. $50 

now or $10 
over 5 mo)

Updating 
claims 
status

Pain

Resolving 
disputes in 

multiple 
phone calls

Pain

Reviewing and 
determining 

claim 
resolution

Pain

Answering calls 
about policy from 
agent CSRs (PRM -  

Advanced)

Pain

Fielding 
questions 

from S&SO
Pain

Referring 
S&SO to 

UW
Pain

Fielding 
questions 

about 
premium

Pain

Learning 
system 
defects

Pain

Explaining 
system 
defects

Pain

Fielding questions 
about why 
premium is 

different from 
quote during bind

Pain

Researching why 
premium is 

different from 
quote during bind 
(UW and Services)

Pain

Investigating 
cause of 

change in 
system

Pain

Answering calls 
from agents about 
why agent change 

hasn't been 
processed in system

Pain

Changing 
defaulted agent to 

new agent in 
system if done 

out of sequence
Pain

Adding driver 
to policy after 

PIR
Pain

Answering 
discount 

questions 
from agent

Pain

Researching 
why customer 
isn't getting a 

discount
Pain

Answering 
questions from 

agent about how 
claim may affect 

premium
Pain

Transferring 
agent to 
claims

Pain

Helping agent to 
understand Loss 

and Violations 
screen

Pain

Helping agent 
to remove/

replace vehicle 
after total loss

Pain

Calling UW with 
questions about 

chargeable 
violations

Pain

Answering calls 
from TPI (e.g. 

police officers) 
asking if insured 

has insurance

Helping 
agents to 

understand 
Activities

Pain

Researching what 
change is in 

progress via Apex 
or PolicyCenter

Pain

Checking 
work 

orders

Navigating 
producer 
through 
system

Pain

Answering 
questions about 

when a change will 
be completed in 

PolicyCenter (triage 
log)

Pain

Receiving an 
Activity: Motor 
vehicle report 

on order

Marking a 
discount as 

declined (reverts 
back to agent 

que)

Pain

Responding to 
system alert to 
check discount 

status

Pain

Verifying 
prior 

carrier

Verifying 
"good 

student"

Pain

Verifying 
"young 

volunteer"

Pain

Communicating 
back and forth 
with agents via 

PolicyCenter
Pain

Receiving letter 
requesting 
discount 

documentation

Going back 
and forth with 
agent to verify 

discount
Pain

Triggering 
coverage 

change resulting 
from UMUIM

Pain

Triggering 
coverage change 

due to PIP 
medical expense 

rejections
Pain

High level goal:

Support producers 
immediately by 

need

Researching 
rate 

revisions for 
agents

Pain

East region: 
Researching and 
explaining rate 

revisions to 
agents

Pain

Answering calls 
from agents 

regarding rate 
revision

Pain

Receiving manual 
Activities 

requesting policy 
change help in 

Advance

Pain

Rerouting 
producer to 

Support Center 
for policy change 

help

Pain

and explaining

Explaining 
rate revisions 

to agents
Pain

and explaining

Notifying agent 
that coverage 

has been added 
back

Pain

Deciding if 
AmFam should 

take on 
customer's risk 

(yes, no)

Receiving calls 
from producer for 

complex 
situations (e.g. 

multi- line quotes)

Pain

Communicating 
with agents via 

PolicyCenter

Pain

Receiving 
Activity 

requesting 
review of 

policy

Verifying 
accuracy of 
policy and 
premium

Making 
necessary 
updates to 

quote

Pain

Changing 
coverage after 

research on 
insured

Answering 
producer 
questions 
regarding 

block binds

Answering 
producer 
questions 
regarding 

premium change

Pain

Answering 
producer 
questions 
regarding 

coverage change

Pain

Reviewing 
actual/

contractual 
coverage for 

insured

Reviewing 
block 
binds

Reviewing 
specific 

eligibility 
concerns

Pain

Approving 
back- 
dates

Noticing 
other policy 

violations

Sending midterm 
referral to UW via 

Claims Catalyst

Pain

Receiving 
midterm referral 
for risk review via 

Claims Catalyst

Pain

Sending repair 
letter to 

insured after 
risk review

Sending coverage 
dispute to UW to 
review via Claims 

Catalyst

Pain

Deciding on 
coverage 

reformations
Pain

Sending 
request for 
Affidavit  to 

Services

Sending  
Affidavit 
to Claims

NHH (new sales): Establishing new policies
Auto, watercraft, renters, miscellaneous: ATV, snowmobile, RV/trailer
Pilot program for home and new business

Adding a 
billing skip 
to account

Answering 
cancel letter 

questions 
(fee dates)

Pain

Supporting 
online quote 

system
Pain

Sending 
QRF to 

agent of 
record

Creating 
advertisements

Sending 
out direct 

mailers

Verifying 
rating 

accuracy

Sending 
additional 

onboarding 
information 

throughout Year 1

Ensuring 
compliance 
with legal/
regulatory 
changes

Pushing 
product 
changes

Communicating 
product 
changes

Reviewing 
renewal 
referral 

(maintaining 
profitability)

Conducting 
renewal 
survey

Maintaining 
functionality of 

systems

Pain

Maintaining 
communication 

with insured

Deciding 
on rate 
changes

Deciding on 
coverage 
changes

Triaging 
block policy 

changes
Pain

Triaging 
blocked 

renewals
Pain

Resolving defects 
in systems that 

send documents

Pain

Resolving defects 
in systems that 

process renewals

Pain

Resolving defects 
in systems that 

process policycha
nges

Pain

Providing 
"what if" 
quotes

Pain

Referring phone 
requests for 
cancellations 
back to agent

Pain

Aligning 
expiration 

dates
Pain

Providing 
product 
support 

(coverage 
intent)

Initiating 
MOD 

review

Answering "how 
to" questions 

from agent for 
coverage change

Pain

Reviewing 
PRM/Employee 

Reference 
Center

Scanning 
documents

Validating 
supporting 
documents

Processing 
changes in 

Classic
Pain

Deciding to 
accept/reject/

modify if 
customer is 

ineligible

Sending 
non- 

renewal 
letter

Triaging 
issues to 
identify 
defects

Pain

Recapturing 
household

Empathizing 
with insured

Confirming 
coverage 
on policy

Providing 
back- up to 

UW if 
needed

Scanning 
documents

Processing 
changes

Pain

Investigating 
coverage 
disputes

Pain

Resolving Policy 
Center/Claims 

Catalyst 
integration 

defects

Pain

Processing 
cancellations 

triggered by UW, 
Billing, or agent

Pain

Displaying 
claims 

information in 
Policy Center

Answering 
cost change 
questions

Pain

Answering 
agent 

transfer 
questions

Pain

Deciding 
on product 

changes

Answering 
general 

eligibility 
questions

Pain

Answering  
from agents 
about cost 

changes
Pain

Processing 
changes/
cancels/

non- renewals

Pain

Answering 
specific 

coverage 
questions

Pain

Making ACL/PCL 
updates for 

non- chargeable 
accidents

Reviewing 
photos

Advising 
producers on 
how to write 

coverage

Pain

Advising 
agents on 

how to write 
coverage

Pain

Designing 
discounts to 
encourage 

behaviors that 
promote safety

Encouraging risk 
mitigation 

through social 
media posts

Sending 
repair 

letter to 
insured

Handling 
insured's 

complaints
Pain

Conducting 
claims risk 

review

Pulling MVR, HDR, 
ACL, PCL, and claims 

history and credit 
reports used for 
rating insureds

Pain

Establishing 
discount 

partnerships 
with third 

parties

Receiving 
request for 

quote (phone, 
email, chat)

Maintaining 
product reference 

manuals for 
operations and 

producers

Managing 
system 
defects

Pain

Referring 
prospects back to 
agents if they get 

through 
incorrectly

Pain

Creating 
prospect 
account/

profile for quote 
purposes

Verifying 
eligibility

Pain

Resolving 
defects

Pain

Maintaining 
policy 
history

Pain

High level goals: 
 

Create product people 
want

 
Price the risk adequately

 
 

High level goal:

Target marketing for each 
customer segment

Reinforcing 
brand 

message

Referring to 
agent for 

changes S&SO 
cannot do

Pain

Providing 
Proof of 

Insurance 
cards

Documenting 
changes in 

Apex

Completing 
e- form 

changes

Pain

Helping 
insured find 
repair shop

Pain

Following 
up with 
insured

Pain

Settling 
claim

Pain

Verifying 
documentation 

for coverage 
reformation

Pain

Answering 
question about 

premium 
increases

Pain

Deflecting 
questions to 

claims as 
needed

Pain

Voiding 
policy

Assisting with 
SIU 

investigation

Pain

Advising on 
high dollar 

claims

Assisting with 
agent transfers

Making alternative 
payment 

arrangements

Conducting 
claims risk 

review

Processing 
renewals

Verifying discount 
documentation 
within 10 days

Validating 
documentation 

using PRM

Pain

ASCR: 
Transferring 
insured to 

someone who can 
help

Pain

Onboarding 
insured

ASCR: Fielding 
questions about 
MyAccount set- 

up
Pain

Servicing 
claim

Helping agent 
service claim

Making coverage 
reformations

Reacting to 
block binds

Explaining the 
difference 

between an 
Activity and Note 

to agents
Pain

Navigating 
systems usageFielding 

questions

Making product 
decisions

Handling 
renewal changes

Making coverage 
changes

Quoting

Prior 
interactions 

with 
AmFam

Assisting with 
policy changes

Handling 
renewal changes

Verifying 
signed 

documentation
Pain

Changing 
insured's 

coverage if 
within correct 

Pain

Fielding 
questions

Binding and 
processing 
payment

Helping with 
billing 

discrepancies

Renewal 
activities

Maintaining up- 
to- date systems

Explaining billing 
and payment 

options

Collecting 
application 
information

Transferring 
inquiries

Helping 
producer 

prepare quote

Helping with 
policy changes

Verifying and 
adjusting 
coverage

Using 
impersonation to 

troubleshoot 
MyAccount and 

MyAmFam
Pain

Mediating 
between insured 
and SIU during 
investigation

Pain

Helping insured 
choose billing 

method to 
determine 
discount

Pain

Explaining 
paper 
option

Pain

Explaining 
auto- pay 

option
Pain

Explaining 
no auto- 

pay option
Pain

Explaining 
no auto- 

pay option
Pain

Explaining 
AFT 

process
Pain

Answering 
specific 

eligibility 
questions

Pain

CLASSIFICATIONS:
Beginning

Senior Representative 1
Senior Representative 2

Quality Specialists

High level goal:

Maintain reliable/stable 
systems

CLASSIFICATIONS:
Underwriting 

Representatives
Underwriters

Underwriting Specialists

CLASSIFICATIONS:
ACSR
CSR1
CSR2

Senior Tech Rep
(Coach Line)

CLASSIFICATIONS:ACSRCSR1CSR2Senior Tech Rep(Coach Line)

CLASSIFICATIONS:ACSRCSR1CSR2Senior Tech Rep(Coach Line)

Helping to set up 
billing/payment 

method

Collecting 
supporting 

documentation

Helping to set 
up MyAccount

Confirming 
successful 

enrollment in 
programs

Pain

Sending 
documentation

Maintaining

Working 
with UW 
after risk 
analysis

Interacting 
with 

agencies via 
Activities

Performing 
risk 

analysis

Interacting 
with 

agencies via 
Activities

Managing 
DreamKeeps 

rewards

Pain

Coach Line 
activities

Renewing 
insured

Block transfer 
activities

INSPIRING

ST
EP

 1
: F

RO
N

TS
TA

G
E 

 

Finding 
training 

resources 
for staff

Training staff 
(sales 

specialist, 
sales manager, 
line producers)

Assigning 
class to 

staff

Keeping a 
running 

customer 
birthday list

Designing 
own method 
for customer 

retention

Posting 
on social 

media

Keeping up 
with activities 

and answering 
notifications

Knowing what 
resources can 
help them to 
avoid a call

Understanding
My Learning for 

staff

Providing 
personal 

training for staff 
-  not company 

sponsored

Hiring 
and firing 

staff

Paying business 
expenses: 

building, staff 
payroll, phone 
service, MOD 

subdivided

Paying 
advertising 

costs

Being the 
"business 

owner"

Focusing 
on 

renewals

Keeping 
staff 

motivated

Confronting 
high 

turnover

Creating a 
business 

plan

Learning the 
new without 

forgetting 
the old

Obtaining/
keeping 

license and 
contract with 

AmFam

Reading and 
deleting 

messages in 
Message 
Center

Managing 
multiple 
locations

Tracking staff 
quoting activity/

production 
throughout 

month

Delegating task 
to Customer 

Service 
Representations

Constantly 
learning new 
rules about 

Advance

Managing 
agency

ST
EP

 2
:B

A
CK

ST
A

G
E 

Maintaining 
profitability Reviewing 

analytics to 
improve 

profitability

Answering 
calls/chats from 

insured

Answering 
questions about 
deductible and 

coverage
Pain

Explaining 
paperless

option
Pain

Explaining 
auto- pay 

option
Pain

Claims- triggered 
activities

Transferring 
customer 
between 
agents

Pain

Coverage 
adjustment 

activities

Answering calls 
from agents 

about coverage 
changes

Pain

Receiving 
notification of 
cancellation

Pain

Agency

S&SO

App

Requesting 
Coverage or 

Policy Change

Updating 
insurance

Changing 
coverage 

needs based 
on season

Agency

S&SO

Agency

S&SO

App

Agency

S&SO

Requesting 
policy 

cancellation

Agency

S&SO

Experiencing 
cancellation

Experiencing 
cost change

Maintaining 
insurance and 

discount eligibility

Rectifying my 
insurance bills

Agency

S&SO

App

Agency

S&SO

App

Agency

S&SO

Claims

Agency

S&SO

Dealing with 
negative 

consequences

Agency

S&SO

App

Dealing with 
loss of use

Following up 
to make sure 

error has been 
resolved

Pain

Agency

S&SO

App

Agency

S&SO

App

Agency

S&SO

App

Assessing 
relationship with 

AmFam

Finding potential 
companies

A
P
S

A
P
S

P
S

A

Getting a 
price quote

High level goal: 
 

Maintain consistent 
payment transactions

 
 

High level goal: 
 

Review, investigate, and 
adjust all claims

 
 

High level goal: 
 

Verify that 
requested 

documents were 
received and meet 

requirements
 
 

High level goal: 

Maximize profits

Managing free 
underwriting 

period

Completing 
post- bind 
Activities

Pain

Key

Customer

Producer

Service/Ops

Pain

Pain Points 

Pain flags signify moments of pain in 
accomplishing specified activity 

Pain

Pain Points 

Pain flags signify moments of pain in 
accomplishing specified activity 

Pain

Pain Points 

Pain flags signify moments of pain in 
accomplishing specified activity 

Activity Icons

Customer-Initiated Activities

American Family-Initiated Activities

Routine/Habitual Activities

Avenues of Communication
 
Synchronous Communication     Asynchronous Communication

App

Face-to-face

Phone

Web/Chat

Text

E-mail

Mail/Letter

Agency

S&SO

App

P

S

A

Channels of interaction available to customer

Recipient of communication
at American Family

Customer-initiated and routine/habitual activities

Agency

S&SO

Claims

Channels of communication 
available for select activities 
by product line

A = Auto
 
P = Property
 
S = Specialty 

Quote-to-bind activities

Tools

Tool icons indicate resources available 
to producers 

System/Program/App

Marketing Material

A
P
S

 
Reference

 
Alert

 
Person

AmFam.com

Atlas

Marketing-on-Demand

Sales Initiation System

Apex

Agent Business Consultant

Impersonation

Policy Center

Chatbot (Abby)

360

360 Valuation

DocuSign

Message Central

Product Reference Manual

New Customer Checklist

Online Reference Manual

My Dashboard

Hearsay Social

Enterprise Document Management System

Mainframe

Billing Center

Claims Center

e-Forms

Agents Notification System

Quote Request Form

Activity

Underwriting

Support Center

Receiving email 
with quote 
template 

(economy, 
traditional, 
premiere)

Asking what 
policy 

options are 
available

Pain

Encountering 
multiple hard 

stops (in 
online quote)

Pain

Providing 
missing 

info
Pain

Receiving 
policy/

welcome 
packet

Pain

Choosing a 
billing method 
(SEE: Choosing 

billing path)
Checking 

bill for 
errors

Receiving 
separate bills 

for each 
policy

Pain

Bringing bill of 
sale to get 

insurance on 
additional 

specialty (boat)

Making claims- 
related decisions

Agency

S&SO

Focusing 
on new 

business

Developing 
Center of 
Influence 

(networking with 
realtors, bankers)

Managing 
staff

Getting a 
ballpark 
estimate

Helping client 
decide on billing 

method to 
determine 
discount

Pain

Cancelling 
and rewriting 
policy (state 

to state)
Pain

Collecting 
payment

Receiving 
confirmation 

of initial 
premium 
payment

Approximate order sequence: Read left to right    
Simultaneous occurrence: Read top to bottom      

Leading "Caps 
and Ops" 

(shark tank) 
agent 

presentations


