Main Persona: Abby

Main Persona 2

Secondary Persona

Tertiary Persona

Tertiary Persona

Tertiary Persona

Tertiary Persona

Tertiary Persona

Tertiary Persona

Tertiary Persona

Tertiary Persona

Tertiary Persona

Tertiary Persona

P1 P1 P1 P1
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The needs and responsibiies are xactly oo up: Confirm reurements Followup Fallow up Falowup: Follow up Follow Follow up Follow up Folow Folowup Follow up
Search the same 2 theinbound reps Confirmrequirements Confirm requirements Confrm requirements Confirm requirements Confirm requirements Contirm requirements Confirm requirements Confirm requirements Confirm requirements Confirmrequirements
‘ Userjourney User ourney
and find Differences: Outbound rep will need to view queue
PPt with partcpants with NGO Tris will requie a

Responsibilities for phase 2

separate link in Unqark to launch this queue

Needs: A global search for a participant and a
queue with ppts. with NGO

Needs: Also has cross selling opportunities as well

Responsibi

s for phase 2

* Need follow up Brad Norton

Responsibilities for phase 2

* Need follow up Kaitlin Kreuger

* Need follow up Katie True

Guide customers on money out
transactions

Guide customers on money out
transactions

Would need to Ezic Diectink o
Vewaquese | searchfor | Ungorkwiha
ofpptsneed | ppis.Search | quevetoppts

wreachoutto | andfindppt | WINGOs

separate experience I Unqork

Key Rollover for ppt vs blank form

Same process as Inbound but what
are the differences

Cross sellng
opportunites?

Need to
follow
same flow

Routeto  Confirm
advice their UX

Currently
on
Salesforce

Responsibilities for phase 2

Verification workflow

Dashboard update

Need to review Need to
SRR, define

onascore workflow

Responsibilities for phase 2

Responsibilities for phase 2

New guided workflow process will
bypass the QC process

s for phase 2

Mirror phase 1.2 but will include
additional transactions

Keep in mind:
workflow changes
per transaction

Responsibilities for phase 2

More interaction with CC. Guided
workflow

Transaction Summary and quality
and verify

Engage with sp

Responsibilities for phase 2

Managing day 2 items or issues with

transaction. Part phase 1

Responsibilities for phase 2

Approve digital transaction online
through existing portals

Transactions not used to approving,
If paper is not involved and approval
needed. Then require their
involvement.

Requires signature sheet: New
content. Needs to be clear on new
process

Responsibilities for phase 2

Review/Approve/Deny hardship
proof

Facilitate hardship transactions

Contact ppts

In Ungork

Only hardships go to this persona

*

s for phase 2

Review history and comments for
independent research

Using Referencing Look Up for
indivdual transaction for
documentation

In Ungork

Responsibilities for phase 2

Manage access to new personas in
P2



