iiClientCo Customer Journey Map (CJM) - The Employee Experience for Leaves and Accommodations
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This journey map is designed to reflect the perspective of - alternatives — Learn and explore — Discover that role is a challenge or
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€ 1~ — | hope I can get the time | need to take care of my ailing family member. — These forms are very confusing and I’'m not sure what they are asking of me. — When will | learn? | don’t know what I’'m going to do if this does not get approved. — How will my pay arrive? How will | know if my paycheck is correct? — How much notice do | need to give about what is going on with my leave? — Now that | am recovering, will there be a job for me?
-
r — Will this impact my job if | ask to take a leave of absence? — Do | need to take all the time at once or can | spread it out to accommodate what | need? — Will my doctor deliver the right information? Will it be understood correctly? — I hope it is really OK that | am on leave, and that it won’t hurt my job. — Who do I need to keep updated? — Who needs to know what so that | can return?
— I'm unable to go to work, | hope | can get leave organized from home. — | hope I can get the leave | need. — [ hope | can get back to 100% soon so | don’t need this accommodation. — Will it be OK if | need to ask for a different accommodation?

—_ (0)
| hope | can pass to work 100%. — | hope this works, and | can really return. — | hope I'm in the right position, so | don’t need to go through another leave or require

— Will I need to go on restricted duty? another accommodation.

— [ want to get through this quickly and get back to my job.

— Can | get this scheduled quickly enough so | can return soon? — | hope | can get another leave or an accommodation for what | need.

— | just returned to work and my badge is not working - what went wrong?
Employee

Thinkin .
g — | hope there is a clear result and the employee can return. — | hope the employee can get back up to speed quickly. — The employees should know that we can still provide help for reasonable

understand if the employee is 100%, or what restrictions there might be. — [ hope the employee does not have restrictions, since we do not have open positions. _ We have no more jobs for restricted duty, so I hope this will work out accommodations if something occurs.

— It will be good if we can get the right information without hearing too much personal — | hope the employee continues to improve, so the accommodations will not be needed.
medical information.

— How can | provide the right expectation, without over promising? — | hope we can get the information on time. — | hope all of the documentation arrives on time so this can be a quick and complete — Will the accommodation work? — | am tracking to see if there are any deadlines that may arise.

caj — How can | make it clear what the employee will be responsible to do? — How can we make sure the employee knows what types of leave are appropriate? — | hope | don’t lose track of any employees going through this process. — Will the employee use up their leave before their need ends? — | wonder what is going on, and if the employee will return on time. — | hope the employee’s doctor gives us enough information so that we can really
activity.

Benefit and — Health care providers can make it difficult to get required information in a clear and — How will this impact the work on the line? — If an employee contacts ManuCo, | hope we, their supervisor, and the
Service Providers concise format. Third Party Provider will all know about it..

needed to speak with someone else. onsite. have gotten back to work. before and knew who to speak with.

— | was disappointed | had to speak to a vendor to get started. — It was a bit stressful trying to get documentation from my doctor on time. — I'm glad my claim was approved but I'm worried about job security when | go out on — | was worried that my paychecks would be accurate and timely. — I’'m excited to get back to work soon. | hope I'll be able to return to my old job.

leave. — | hope it is OK that | am still out.

ﬁ]\\& — | was glad the Third Party Provider could give me what | needed. — Why do | need to fill out all of this paperwork? I'm the one that was injured. — Why was the claim denied? | followed the instructions. — I'm glad to have this support. — | wish it was easier to remember what | had to do. | reached out, but was then told | — It felt like a lot of work to get all of the documentation together. — I'm glad to be able to get back to work. It was good that | could get my confirmation — [ wasn’t gone so long, I'm not sure this was necessary. | would rather — It was easier to ask for a change to the accommodations, because I'd been through it

— | had hoped | could get back to work when my doctor cleared me, rather than having to — I'm glad to have this time to get back up to speed. — I’'m worried what might happen to my job if | have to go on leave again.

— | wonder if there is a better way to demonstrate this, the process was confusing. )
go through another review.

Employee — I’'m worried about what will happen to my job if I'm out for a while. — I’'m glad the Third Party Provider could contact my doctor directly.

_ How am I going to make ends meet if | am not able to work with my injury? — It felt like | was in limbo. What would have happened if | was not approved?

Feeling

caj — I'm worried | gave false hope that certain leave will be covered, though it will not. — In some cases employees always seem to need more time to get documentation from — It feels like the right decision is made most of the time. In some cases the decisions might — I'm glad the employee has what they need. They appreciate the benefits. — It always seems hard to tell when someone will really return. — Too often there is a disconnect between what we want to know and what we learn from — I’'m glad we have a vendor who can confirm the medical readiness. — I'm glad we take time to let employees return gradually, as | think it helps — It feels good to see people return.

— I’'m not sure the employee really got the message about what they will need to do. their doctors. Maybe our deadlines are misaligned. be generous. — It feels odd that some who work for ManuCo will get different leave than others. — | hope we’ll have a good role when the employee returns. the medical provider. — I'm glad we have the job demands all lined up, so we can find ways for this employee prevent problems. — When we are managing with restrictions we can tell it is difficult on the lines to be able to
Benefit and — Why can’t this process be more digital? — [ wish | could do more to help the employee get everything organized in time. _ While I'm glad we provide generous benefits, it seems clear that some are abusing the _ | wish there was a way we could keep the employee better engaged during leaves. — Sometimes we are surprised by the timing when the employee returns. to continue to contribute. — [ worry that after they return to what they had been doing, that will begin a perform as we need to.

SEITED IS — Why do | have to spend so much time checking data, why can’t the process be more system. There is a risk that they might choose not to return. — Sometimes employees who are out on Long Term Disability can just drop off the map. cycle of the employee having a repeat injury.
Streamlined?
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