
Actions
What does the customer do?

What information do they look for?
What is their context?

Preparation and proactivity

Line of interaction

Front stage actions
Employee actions that occur directly 
in view of the customer. These 
actions can be human- to- human or 
human- to- computer actions Pe

op
le
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Evidence
Any digital or physical forms, 
products, signage, or locations used 
by or seen by the customer or 
internal employees.

Back stage actions
Steps and activities that occur 
behind the scenes to support 
onstage happenings.

These actions could be performed 
by a backstage employee or by a 
front stage employee who does 
something not visible to the 
customer.
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Line of visibility

Scenario: 
Primary Producer requires support to prepare for and recover from an unexpected event/disaster that affects their business.
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Disaster imminent Disaster occurrence Application Assessment Payment and recovery Evaluation and debrief

Buying equipment 
and materials to 
mitigate damage

Reading RAA 
resources on what 
to do to prepare 

for a disaster 
(dispersed through 
LLS/ Councils/ NSW

Gov comms)

Set up RAA digital 
service account 

and upload 
business 

information

Viewing RAA farm 
finance health 

check (making sure
details are up to 

date, financial 
planning)

Read resources 
from RAA to 
prepare for 

disaster

Customer engages 
with RAA marketing

collateral (e.g., 
EDM, SMS, 

Newsletter, Socials)

Receive disaster 
warning 

notification and 
resources

Salvaging and 
estimating extent 

of damage

Receiving 
information 

prompt about 
RAA's programs via

marketing, and 
supported by RFC's

Receiving funds 
(preloaded credit)

Visit website for 
more information 
on programs and 

guidelines

Recieve eligibility 
notifications 

(existing customer)

Login to apply 
(existing customer) 

or use website 
form (new 
customer)

Prompt / onboard 
to create account 

with RAA (New 
customer)

Supply and update 
information

Submit application

Send view only 
version of 

application to third 
party

Receive 
confirmation of 
submission and 

estimated 
assessment time

Login in to view 
progress (existing 

customer)

Notification 
received that 

application is being
assessed

Phone call from 
RAA

Notification received 
of approved 

assessment outcome 
& timeline to receive 

funds

Engaging with RAA 
pre- approved 

suppliers

Select payment 
preferences (Credit

- e.g., dine and 
discover or an line 

of credit account vs
into your bank 

account)

Purchasing services
and goods for 

recovery

Submit invoices and 
receipts (for 

additional credit and 
loans)

Receive notification 
of financial 
statement

Receive payment 
rebate notification 

(debit only)

Customer surveys on 
program delivered

Receiving 
communications 
about other RAA 

products and 
resources

Receiving phone call/ 
personal 

communication to re- 
engage

Attend community 
meeting about 

support available 
(to inform new 

customers)

Researching & 
applying innovation

loans to prepare 
farm for the future

Receiving funds  
(debit into bank)

Receive notification
of Farm Innovation 

Loans to help 
support pre- 

emptive purchases 
(for existing 
customers)

Supply any 
additional 

information 
required

Receive notification
program reminder 

to apply before 
program closes

Applicant uploads 
photos/ videos of 

damage

Catalogue of items 
into system incase 

of damage

Quick form to apply
for customers that 

have up- to- date 
information (i.e. 3 

questions, with the 
option to get credit 

right away)

DPI Emergency 
response send 
notification of 

imminent disaster 
risk within LGA

Search engine 
results (New 

customer who 
search for support)

RAA website with 
insights / thought 

leadership

Digital service (e.g., 
portal, app)

EDM, social 
platforms, SMS

RAA task force

Digital service (e.g., 
portal, app)

RAA website with 
insights / thought 

leadership

Online calculator 
/automated 

estimation of 
damage tool

Send notification of
program opening 

to relevant 
customers

RAA website and 
form (if don't 

create an account)

Digital service (e.g., 
portal, app)

Digital service (e.g., 
portal, app) or 

website and form if 
don't create an 

account

RAA website and 
form (if don't 

create an account)

Digital service (e.g., 
portal, app)

Live assessment 
tracker

Phone call to 
validate application

and talk about 
other opportunities

and discuss 
payment options, 
take notes on the 

call

Send notification of
assessment in 
progress (e.g., 
digital service, 

email)

RAA website and 
form

Send notification 
assessment outcome 
(digital service, email)

Digital service (e.g., 
portal, app)

Digital wallet or 
physical card (for use 

at approved 
suppliers)

Send notification of 
financial statement 

(digital service, email)

Digital service (e.g., 
portal, app)

RAA website and form
Send notification of 

survey

Admin team to call 
offline customers

EDM communication

Admin team to call  
customers

RAA website with 
insights / thought 

leadership

Comms teamComms team RAA task force

RAA- approved 
suppliersComms team Comms team

Internal RAA staff 
(Comms, program, 

finance teams)
Comms team

RAA data and 
analytics team

Finance team (e.g., 
resilience, program

audits)

RAA shares 
information with 

agencies and 
suppliers

Systems Team - 
application form 

development and 
configuration of 

systems

Assessment 
officers

Assessment 
officers Assessment officers 

(if necessary)

Create disaster 
recovery content

Create and manage
marketing content

Create community 
engagement 

materials

Collaborate with 
DPI Emergency 

response / LLS to 
assess weather 

data to 
understand risk of 

disaster

Estimating 
program size and 

recruitment, 
communicating 

this to other 
organisations and 

minister

Assessing and 
making 

predictions of 
damage based on 
historical events

Create disaster 
recovery content Create program 

overview guidelines

Program staff 
training (integrated 
learnings of current 
and past programs)

Aerial imagery / 
drones (footage of 

the area to 
understand extent 

of the damage?)

Assess applications
and call customer 

for additional 
information

Review submitted 
invoices and 
supporting 

documentation

Manual approval or 
rejection of 
application

Prepare financial 
statement for 

audits

Generate reporting 
for third parties

Post- program debrief
and collating 

learnings

Create disaster 
recovery content

CRM  survey collects 
data / feedback

CRM captures phone 
call and notes

CRM captures visit to 
website

AI / machine 
learning to 

automate audits

CRM captures visit 
to website

Automation health 
check system

Automated 
collation, 

validation, 
reporting and 
audit of data

CRM logging 360 
customer 

information

CRM captures 
engagement with 

marketing material
across new and 

existing customers

Database of 
individual items 
and their values 

(similar to 
insurance)

RAA CRM database 
of existing 

customers and new 
customers that have

completed 
expression of 

interest

External database 
to push 

notifications to 
new customers 

(e.g., Service NSW, 
LLS)

BOM and weather 
data (i.e. ESRI)

CRM automated 
notifications (LGA, 

weather)

CRM captures visit 
to website

AI / machine 
learning to 

estimate business 
size & disaster 

severity

Automated pre- 
qualification 

screening system

CRM captures  
damage 

estimations
CRM captured visit 

to website

Geo targeting tech 
(understand areas 

within LGA are  
eligible)

CRM captures login to
portal and interaction

with form

Automated system 
to  validate form 

applications 
(duplicates, fraud, 

completeness)

System to flag 
invalid applications

for rejection or 
manual review

Automated system 
to estimate 

duration of queue

System to place 
valid applications 

in queue

Automated system 
to assign 

applications to 
assessment 

officers

CRM captures  
phone call to the 

customer and 
associated notes

CRM captures visit 
to website

Automated system 
to notify of 

assessment in 
progress

CRM captures new 
product for customer

OCR system to 
upload invoices 

and documentation

AI / machine 
learning to 
automate 
processing 

(assessment and 
invoices)

Automated credit 
system release and

allocate funding

Automated bank 
transfers

OCR system to 
upload invoices 

and documentation

Automated credit 
system tracking 
and validating 

spending

Automated system 
to notify of 

financial 
statements 

available

Automated bank 
transfers

AI / machine 
learning to 
automate 
processing 

(assessment and 
invoices)

Email Newsletter Website
Digital service (e.g., 

portal, app)
SMS Website

Website/ digital 
service

Town 
hall/community 

centre for meeting

SMS
Digital service (e.g., 

portal, app)
Aerial footage/ 

Drones
Email & SMS

Digital service (e.g., 
portal, app)

Customer service
Digital service (e.g., 

portal, app)
Email & SMS Surveys Customer serviceEmail

Receipt scanner (OCR 
scanner)

RAA Line of credit
Collaborative 

disaster task force
WebsiteForm View- only form

Uploaded photos/ 
videos

Program guidelines
Internal training 

documents

  Definitions
  OCR = Optical Character Recognition
  CRM = Customer relationship management
  Digital service = A system that the customer logs into

Drone surveillance

Disaster relief loans 
or FIF? Can only 

promote Disaster 
Relief Loans 
following a 

declaration in that 
LGA.
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CRM
Salesforce CRM already in place, need to 
maximise CRM capability

Customer engages 
with LLS or local 

council marketing 
collateral 

(e.g.,newsletter)

Comms team 
collaborating with 
LSS or local council

Support with 
marketing content

UPDATED NEWREMOVED UPDATED UPDATED

REMOVED UPDATED

REMOVED

Customer engages 
with recovery officers

that spread 
information about 

RAA's Farm 
Innovation loans and 

other resources

Comms team 
collaborating with 
Recovery officers

Support with 
marketing content

NEW

CRM captures visit 
to website

UPDATEDUPDATED

Receive marketing 
collateral around 

expression of 
interest from local 

council (for new 
customers)

NEW

Expressions of 
interest form (for 
new customers)

Recovery officer

UPDATED

Admin team (if the 
reader wants to 

reach out for 
additional 

information)

UPDATED

Digital service
May be an app, website portal, or other
Potentially contain additional information like 
weather data and tailored farm management 
advice

Organize and 
attend community 

events about 
support available 

(to inform new 
customers)

NEW

Admin team to 
receive any phone 
calls from events 

and marketing 
collateral

Application 
performance 

analytics (Time to 
disbursement, 

number of calls)

NEW

Staff volume and finance changes when 
program is in place - program approval 
and people occurs at the same time

Recovery officers (DPI)
Only get approved once funding Resilience NSW 

Exists before and after the event

Supplementary 
information for 

extent of damage 
from Emergency 

Services NSW

NEW

Take photos or 
videos of damage


