





POLICYHOLDER
CURRENT CUSTOMER

1. PROCESS SUPPORT
2. INCIDENT SUPPORT

PROCESS
START

Ideal path
Possible path

VALIDATE

What should
| expect?

Should I log in? How
do | get a login?

How does this
work again?

What tasks must
1 do and why?

Can I make a

Wh .
s quick payment?

| do then?
How hard is it Can | help
going to be? myself?

What if | need
more help?

None Some Ample

Knowledge about Texas Mutual / wokers’ comp

I'm new
SUPPORT

How do | get my
tasks done?

Istherean article,
video, or guide?

Can I just search
for what | need?

What have others
found helpful?

Are there online
trainings on my tasks?

How can I talk to
someone?

“I like things to be black and white.
I'm so busy I don't have the time.”

Loginto
manage the
process

TAKE
ACTION

Move to process mode

INCIDENT
START

ACT

| have an injured
worker... What now!?

Where do | report an
injury right now?

Whatshould | What else should |
expect? be doing?
CONFIRM
What are my

next steps?

Which pharmacy should
my worker use?

Which doctor can
my worker see?

What if they speak
spanish or don't have a
smartphone?

How should |
assess the incident?

Why should | tell
them to get the app?

How do | manage the
claim from here?

“Bad injuries tear us apart.”

TEXAS MUTUAL + PRAXENT
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