
Filing a 
Claim

Processing a 
claim: Scope 1 Day 2 End Goal

Touch Points

Processes

Participant

Indexer 
Manually 
identifies 

participant in 
document

Uploads 
document
Form or 

supported 
document

(digital)

Indexing

Document 
is fed 

through 
OCR

Business rules:
 field level validation (name), 

core business rules, workflow 
rules

Creates a 
TO-​DO List 
(superset 
of NGO)

Front Stage Actions

Back Stage Actions
(Processors)

Validator 
input's 
fields

Is NGO

NGO 
documents are 

then sent to 
back to 

Participant

Scenerio1:

Call Center Completes 
information in a based 

on missing fields 
targeted field based on 

request

Remove manual 
process from 

disburesement

Mailbox

What's the 
process for 

digital 
forms?

Notification will 
alert participant 

transaction needs 
additional 

information

Recieves 
notification 

about 
successful 
transaction

An email is 
sent to 

participant

A notification 
is sent to 

participant's 
TA profile

The content of 
their 

transactions 
change based 

on request

What does the 
user see when 
transaction is 

complete?

Email TA's 
portal

Transaction 
saved as 
record?

Speed, efficiency 
and 

transparency

Achieve a 
transaction for 

their claims

Make sure 
transactions are 

accurate

Run business 
rules whether 
requests are 

NGO

Account 
Manager 

Dashboard

Processor's 
Dashboard

Retain 
participant 

engagement

Life event 
trigger 

(need loan)

Notification will 
alert processor 

transaction needs 
additional review

Processor Notified 
fields has been 
completed and 
form is coming 

baack

Reach out 
to Contact 

center,

Contact center 
provides form 

via email

Educates 
participants 

on forms

participant 
has phone 
number via 

email

There is 
an advise 
channel

If advise is 
needed, 

participants are 
directed to 

advise channel

Participant 
Emails, 
mails or 

faxes forms

awd

Mail (digitall 
compelted 
but needs 
signature)

3500 docs come 
into indexing 

team. Avg handle 
time 0.8 mins per 

document

Indexer's role 
Classifying and 

identifying

Doc goes 
to queue 
in AWD

Approx 40% of 
3500 docs is 

automated by 
system

30% partially 
automated. 

Increase to 0.2 
mins of indexing

Did they 
change 

personal 
information?

One form can 
have several 

different 
transactions

Fills out 
forms

Required to use 
Zix secure for 

email

or 
FaxmachinePhone

TA 
website

Reference TA's 
participant flow

Notification 
will alert 

indexer of a 
new form (if 
it's a priority)

Selects items 
from the to-​do 

list for more 
information

If engine says 
perfect, 

processor will 
need to review 

this

Signature 
need to be 
reviewed

Goes to Engine 
to automate 
which fields  
and/or need 

attention

Account Manager 
would oversee 

signatures. Account 
Manager send email 
with attached form 

for signature 
confirmation

Account 
manager would 

manage 
incorrect 
approvals

Someone 
has to input 
fields back 
into system

Desktop

G
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Processor's 
Dashboard

Form is 
submitted

Email Participant's 
TA portal

Takes overnight 
to complete

Mobile?

UX being explored by TA

A notification is 
sent to processor 
that participant 

has received 
transaaction

Call Center 
can't handle 

ACH

40% 
recieve 

call

NGO resolution thoughts:

Participant receives a call from contact center with 

NGO issues, and puts comments in from ppts 

(least ideal – we do this today.  It is very expensive)

Participant receives email with link to a basic 

online form, with a field to populate 

missing/incorrect information to resolve the NGO.  

Access controlled via direct link + last 4 of SSN as 

‘pin code’

Processor ‘marks up’ the actual ppt form, making 

the PDF editable for the fields that are missing.  

Access controlled via direct link + last 4 of SSN as 

‘pin code’

option 4: Call center now has access to edit the 

If information is IGO 
4pm (cut off at close 

of market) Call Center 
and participant 

initiated.

Processor keying 
the information in 
until (7pm or the 

following day)

Withdrawls and 
loans on P3 

until10-11pm. Flips 
at 6am in the 

morning

P3 online 
does not 
go down

Phase 1 will 
continue to be 

same process but 
will need to be 

solved for phase 3

A participant can initiate 
transaction at any time. If 
inputted after 4pm, gets 

pushed to next day. 
Effective date wont 

happen until next day

P3 will notify 
transaction 
has been 
submitted

Can make 
corrections between 
sent transaction and 

receiving 
transaction. So that 
a single notification 

can be sent

Confirm sent as 
email, go to 

website to view 
confirmation, or 

mail confirmation

Confirms = 
required 
(not in 
scope)

Notifications 
(In Scope)

Internal Roll Over - 
Booking Process 
(another process)

Money doesn't go in 
until  next day 

This is done by system

There are different 
types of confirms: 
Sent to sponsors, 
supresseed  (plan 

level) confirms, 
another notification 

for EM plans

Example: Have 
participant's 

data to enroll to 
IRA contract

For persing there's day 2 work. Key in 
data on day 1. Have code to trigger to 

run a file on day 2. Run by process 
and cashiering. Take those two files 
and match them up. If match create 

wire file in day 2. after wire is created, 
one of those files get attached to file 

and is then sent out. Send persing the 
second file...

Process for day 
1 is complete

Part of to-​do 
list (NGO)

Release 
transaction

Day 3+

Email

Submits 
for 

Processing

HMW make 
this process 

easier for 
customer?

Foreign 
Process

Living 
abroad?

Populating a 
spreadsheet

Cashiering 
items

Attach 
to a 

reversal

Wiring 
check or 

ACH

shared accounting 
stock (money 

going to different 
places) shared 

accounting- multi-​
transaction

Nothing from 
TA let's them 
know about 

process

(Auto 
process) 

REMIT gets 
that on a file

Gets email 
from 

cashiering 
team.

receive an AWD 
item. Gives SS#. 
processor finds 

original item and 
processes based 
on what's keyed 

in Day 2

Ends here

Create item day 
before and leaves 
item in personal 
queue for day 2

attach proof of 
amount in 

transactions that 
were done

next step 
cashiering

key in remaining 
request

goes through 
Quality and it 

ends

QC process 
happens 
before 

transaction is 
complete

QC process 
happens 
before 

transaction is 
complete

Manual override 
of o/s 

requirements 
(predefined), tied 

to role group

QC's 
Dashboard

Setup 
by Plan

Consolidated 
screen that 
shows how 

transaction is 
keyed in

They want to see 
certain things 
and populated 

on screen

Future State: 
Processing keying 
in data is part of 
the QC process 

itself

Scope 1: 
20% QCd

Define 
criteria of 

what's being 
QCd

Fraud 
Review: 

FCU

Look at 
transaction 

validate whether 
the item is OK to 

proceed

No access to 
change but have 

view access to 
comment to 
processor on 

what to do next

Processor

Account Manager

FCU: Fraud Reviewers

RAD (Advanced Processors)

Quality Control

Call Center Rep

NGO 
documents are 

then shared 
with Call 
Center

Participant 
receives email or 
mailed document 
to complete NGO 

purpose

Receives pre-​
filled   email, mail 
or notification on 
TA to complete 

information

Call Center receives 
an alert about a 

participant who has 
applied for a claim 

but their  
documentation are 

NGO

Call Center 
calls 

participant

or 
Participant 
calls back 

Call Center

Scenerio2:

Participant complete 
forms but are 

assisted by Call 
Center during the 

process

Participant 
completes 

missing fields or 
sends missing 

paper work based 
on email's request

Requires UX iteration

Requires UX iteration

Business rules (3)

Validate whether every field 
has the correct value.

Single process "future state"

EM forms, do 
they need to be 
updated to have 

bar codes?

All data will be 
extracted 

regardless of form 
(except hardship 

proof)

Is there 
any 

indication 
of fraud?

Creates 
a Red 

flag list

Every 
transaction has 
to go to FCU if 
there are red 

flags

Red flag list - 
manual 
process

Ye
s

G
oe

s 
to
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 F

ra
ud

Releases 
Transaction

Fraud team will 
access dashboard 
with list of frauds 
reviews that need 

their attention

or make 
changes 

themselves?

Requires UX iterationExpected 
actions

Review phone 
calls, look through 
address changes 

to see any red 
flags on their side

Fraud 
Reviewed

Is it a

Account Manager 
would view 

dashboard of 
approvals needing 

their attention

Requires UX iteration

G
oe

s 
to

 P
la

n 
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Transaction 
Complete

G
oe

s 
ba

ck
 to
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or
 to
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G
oe

s 
to

 O
CR
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Form 
metadata 
extraction

Validate account 
and user's 
personal 

information

Capturing 
certain data 

types (withdrawl 
or loan)

Digital forms 
possible solution 

to this issue of 
junked forms

Indexer 
validates 

form fields

Indexer, Validator? 
reviews and 

complete's data 
entry

(Data extraction and 
entry)

Engine 
makes 

decision and 
processor 

review 

Review of 
signatures

Indexer's 
Dashboard

Processors 
could make 
adjustments 

based on 
fields that 

need 
attention

Processors 
could make 
adjustments 

based on 
fields that 

need 
attention

What is the 
edit, 

freeform 
text and 
override 
system 
vallue?

Queue 1: 
information 

is clean!

Requires UX iteration

Processor's 
Dashboard

Expected 
actions

Review phone 
calls, look through 
address changes 

to see any red 
flags on their side

Is there a 
participant 

match?
Requires UX iteration

Y 
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Queue 2: 
information 

needs 
validation!

Extracting 
100% of 

form and 
then have 
processor 
look over 

everything

Requires UX iteration

TO-​DO 
list/NGO

Processor 
inputs 

missing 
fields

Processors 
don't work 
past 9pm 
Central

If after 3pm, then 
suspended to next 
day and keyed in 

next day

Supression 
can be done 
while keying 
transaction

Send note 
Prod support 

to confirm 
supression

To-​Do list requirements

There are outstanding issues need to 
be resolved by participant

NGO issuess

Process need to review and approve, 
validate signature, validate 

transaction where rules were applied 
and submit transaction

To-​Do list 
is a 

superset

If not NGO 
but a TO-​DO 

to just 
submit

Goes through To-​
Do list (NGO and 
workflow rules) 

what needs to be 
validated

When transactions 
are submitted, do  

processors, account 
managers, etc need 
to have a history or 

transactions for 
access at any time?

Remit

Different 
participants involved 
(account manager, 
RAG team, REMT) 

updated To-​Do list 
once their work is 

done

Is sponsor/ 
TPA approval 

needed?

Ye
s

Need Sponsor 
/ TPA 

approval?
Yes

No

N
o

Paper 
withdrawal

Need legal advise on 
wha to be included 

on the form

Need this info to 
move forward

HMW 
Communicate 
the issues as 

clear as 
possible

HMW 
obtain the 
correction 
efficiently

Plan Administration / Sponsor

Master 
TO-​DO 

list

Sponsor/TPA Plan 
Admin's 

dashboard

Case 
notes

Plans 
have 
notes

Need to define 
what happens 
if participant is 

not found

Call Center to 
customer during the 
call with participant 
to take into account 

other NGO

Cashiering

Handle the banking relationships

2 Paths
Regular 

Participant NGO 
or Internal 

Process

Participant NGO 
-​self service 

(email address)

No email 
address - have 

call center 
involved

Can Call Center 
can edit or input 

notes?

Plan level NGO

What do REMIT 
teams do?

If there's a 
pending REMIT 

that needs to be 
processed. They 
hold AWD item 
until REMIT is 

processed

Holding on to 
workflow item 
and then route 
to processing 

team

What are the 
painpoints?

Automated 
process for 

second 
distribution to 

take place

There's a 
transaction 

pending to know 
a transaction is 

in REMIT

Sits in queue for 
a couple of days

Want:
Automate 

withdrawal is 
ready to go

The sponsor 
sends money 

based on payroll 
file that was 

loaded

The sponsor 
sends money 

based on payroll 
file that was 

loaded

Notify 
participant 

distribution wont 
process until 

REMIT is 
complete

REMIT Statuses:

4 statuses
2 on that night
2 not sure of 

timing

Pain point: 
Relying on REMIT 

team for 
processing

Edge Case: Re-​
hires

Phase 1: Full 
Automation?

Min: To-​Do for 
REMIT team and 

inform 
processing

Improved 
notification to 

participant

(We are unable 
to process until 
employer sends 

last payroll)

Leverage what 
the system is 

telling us

Future: Auto 
Sweep

Phase 1:
Take P3 edit 

automatically

REMIT team 
have to update 
To-​Do list that 

item is 
processed

(continued as 
phase 2 

enhacements)

NGO process

Need specific 
email for this 

use case

Need to define 
process

Workflow item 
trigger:

From processing 
team

Fixed payments 

Gets items from 
Indexing like 
Processors

Painpoints: 
Restrictions on 

systematic team 
(foreign)

This is a P3 
limitation

Process manual 
through unqork

What are the 
enhancements 
that unqork can 

help with?

User select 
cannot setup 

with automation

What's the next  
source want to 

take?

Source = Fixed, 
pre-​tax, after tax, 

Roth

30% of 
transactions 

cannot be setup 
systematically, 
foreign, user 

select...

Set up system 
automatic 

withdrawals

user select vs 
overnight

monthly, semi-​
annually, annually, 
quarterly schedules

pain point: 
manual process 
is done all the 

time

System to do:
Want to take out amount, 

source from. If source 
completed, To-​Do and have 
call center or processor to 
initiate that. Phase 3 goes 

to participant complete

Needs to be 
flushed out

Issues: 
unable to 

extract 
information




