Claims Intake Journey Map - Collision Claim Map

This journey map represents the
process that Emily Johnson, a Claims
Intake Specialist, follows when
handling a new auto collision claim. It
outlines the key phases Emily
navigates, from the initial contact with
a policyholder through to claim
resolution. The map shows
touchpoints, where Emily interacts
with the policyholder, and highlights
pain points and emotions she
experiences along the way.

By visualizing the process, the map
helps identify where inefficiencies or
emotional challenges arise, leading to
opportunities for improvement in both
workflow and claimant satisfaction. It
also allows stakeholders to see how
UX enhancements impact both Emily’s
role and the overall customer
experience.

This tool is crucial for understanding
the flow of the process, pinpointing
areas needing refinement, and
ultimately enhancing the overall
efficiency and experience for both the
claims specialist and the claimant.
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1: Initial Contact

Receive Notification: Emily
receives the claim notification via
any channel.

Verify Identity: Policyholder’s
identity is confirmed.

Initial Reassurance: Emily
reassures the claimant and
explains next steps.

Cognitive overload: Too much
information presented at once.

Complex entry process: The
workflow causes frustration and
confusion.

Progress bar: Added a clear visual
and accessible progress bar for
navigation.

Al-driven pre-filled fields:
Reduces manual entry and
enhances accuracy.
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2: Information Collection

Accident Details Collected: Emily
gathers specific accident
information.

Vehicle and Party Info: Obtain
details on vehicles and other
parties involved.

Provide Initial Instructions: Explain
next steps to the policyholder.

Redundant fields: Re-entering the
same information multiple times
frustrated users.

Manual data entry: Increased
errors and slowed down the
process.

Elimination of unnecessary fields:
Reduces cognitive load.

o Streamlined entry: Breaking
down forms into smaller steps
with clear, logical sequences
reduced psychological friction.
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3: Documentation & Next Steps

Request Photos/Docs: Ask for
supporting evidence (photos,
police reports).

Confirm Documentation: Emily
ensures all necessary documents
are submitted.

Provide Claim Reference and Next
Steps: Summarize the information

received and outline the next steps.

Poor system integration: Users
faced disruptions when moving
between systems for
documentation.

Unclear instructions: Lack of
clarity on what documents were
required next.

Seamless integration with other
systems: Unified workflow
reduced workflow disruptions.

Clear instructions: Clear prompts
on what documents are needed
next.

Confused, Inefficient, Focused

4: Assignment & Coordination

Assign Claims Adjuster: Emily
assigns and provides the contact
details of the adjuster.

Schedule Inspection: Coordinates
the vehicle inspection with the
policyholder.

Explain Next Steps: Emily informs
the policyholder about the
adjuster’s role and expected
timeline.

Disjointed workflow: Moving
between systems for claim
assignment created inefficiencies.

Improved workflow integration:
Streamlined connections between
systems.
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5: Follow-Up & Support

Provide Temporary
Transportation: Emily helps
arrange a rental if applicable.

Proactive Check-Ins: Emily
contacts the policyholder to
provide status updates.

Answer Queries: Address any
concerns related to the claim'’s
progress.

Lack of timely updates: Delayed or
infrequent communication led to
dissatisfaction.

Clarity on coverage: Streamlined
communication around rental and
medical claim processes.
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Discuss Settlement: Emily reviews
the settlement with the
policyholder.

Confirm Repairs: Emily
coordinates with repair shops or
reimburses the policyholder.

Close the Claim: Final
communication to confirm
satisfaction and close the claim.

Mostly efficient, though settlement
complexities may cause slight
delays.

Accomplished, Relieved
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