
Omnichannel 
Communications
Manage cross-channel interactions  
in one unified claim view.

Adjuster productivity suffers most in the gaps between tools.

11/19/2025  07:41 CDT Baggage Delay

Partner pushes 
a notification

11/19/2025  07:05 CDT Baggage Delay

Frank Lotz

System

Baggage Services - ORD

Hello,   

Please provide the tracking report for the below baggage tag.  

114456-139234



This can be attached to a reply email or submitted at this link.



Thank you, 
Frank Lotz 
EconoAir Trip Services 
(888) 443-9323 ext 101

The policyholder 
texts

The vendor 
emails

The Claimant 
responds in the app

And when channels are siloed, adjusters spend their time chasing 
the latest note instead of moving the claim forward.

Claim History

Date Exposure

11/20/2025  14:18 CDT

11/20/2025  12:11 CDT

Trip Interruption

Trip Interruption

User Event (5)

System

Frank Lotz

Tracking No 114456-139234File Note Task completion global event has fired

File Note

SMS

Event Details

Task completion coverage confirmed

To: 4436579900

Reply

Hi Sarah, Thank you for submitting 
your documents. There are still a 
few things we are missing from 
your claim. You can view the list of 
documents we’re missing and 
upload them here

Email To: tracking@baggageservices.com

+1 (443) 657-9900

Omnichannel Communications centralizes all claim interactions in one source of truth. Adjusters can review, respond, and initiate 
messages across channels with policyholders, vendors, and third-parties without leaving the claim file. Outreach automates at 
key milestones, and every interaction—inbound and outbound—populates in a complete, always-current claim history.

Email SMS Letters Fax Applications

Send, receive, and respond without leaving the claim view
The Quick Access Panel sits in the claim file to send emails, texts, faxes, and letters in a few quick clicks. Communication 
becomes part of the workflow whether adjusters are reviewing documents, assessing financials, or confirming estimates.

Every message is automatically logged
Every inbound message from policyholders, vendors, and third parties is automatically logged, timestamped, and 
attributed in a searchable claim history that’s accessible from anywhere in the claim.

Automate outreach at claim milestones
Build automated communications directly into your workflows. Trigger outreach based on claim milestones, updates, or 
global events using pre-configured branded templates for your preferred channels.

Always operate with up-to-date information
Real-time data availability means every communication — adjuster-initiated or automatically triggered — accounts for 
the most accurate, current status of the claim.



The Quick Access Panel
The Quick Access Panel sits docked in the claim file to give adjusters one-click access 
to send emails, texts, faxes, and letters.

Claim parties are pre-populated as recipient options so contact information fills 
automatically when a recipient is selected

Adjusters can schedule and assign automated follow-up tasks at the same time they 
initiate communications

Assign Vendors3

Entry Actions

+ Add Event

Vendor Service 
Started

Complete  
Exposure Task

Assign VendorsVendor Service 
Type is one of 
‘General Contractor’ Send Email

Estimate Process 
Started - Property

Send SMS

Customer - 
estimate started

Event-based Communications
Trigger communications in workflows at events like status 
updates, milestone completions, document uploads, 
compliance flags, added claim tags, and more.

Send updates instantly like vendor work started or 
estimate completed

Make automated follow-up cadences and vendor reminders 
a part of workflows to avoid missed SLAs and deadlines

Use Event Webhooks to transfer and log 
communications across connected systems in real-time

Exposure

Recipient

To

Send SMS

+1

Personal Property

Noah Jones

4474189443

Would you like to 
schedule a followup?
Would you like to 
schedule a followup?

Select Template →

Type your message here...

Yes No

Send

4

Global Communication Rules
Admins can define how automated outreach behaves 
for every claim at the individual claim level.

Set the conditions once, and the right communications 
go to the right parties automatically every time

Contact-prohibited parties are automatically excluded 
from outreach without requiring adjusters to identify 
or handle those claims differently

Is contact with this 
person prohibited?

Yes No

Send Email

Exposure

GMC Sierra 1500 EC 2022

Recipient

Select...

Mr. Stephen Smalls

Mrs. Jane Arneto - Contact Prohibited

RRS Repair Co.

Litigation 
report received

Send SMS

Report received

Contact Prohibited
Message not sent

snapsheet_insurance     Email Templates

Hide Email Templates > Claim Acknowledgement

active
Email Templates

Claim Acknowledgment
SMS Templates email

Note Templates Email Template Name (Max 60 Chars)*

Claim Acknowledgment
Letter Templates

Document Library

Source*

Internal

English (US)          Add Language+

Subject*

New Claim Received - Claim#:{{ claim_number }}

     Add keyword

Claim #: {{ claim_number }}

Policy#: {{ policy_number }}



Hi {{ claimant_name }},



Thank you for letting us know about your loss. While we know this can be a trying time, we are here to help. We 
have received the information and have begun the claim. An adjuster will review the loss to determine what 
coverages may apply and next steps needed to assess your loss.



Your adjuster will follow-up with you in the next 24 business hours.



You may reply to this email with any questions or information you would like to provide regarding your claim.

If you have a preference for communicating, by email, text, or phone please let us know and we will use your 
preferred channel to follow-up.



{{ claim_handler_name }}

Template Category

Claim Acknowledgment

Active   ON

Dynamic templates 
Communication templates automatically populate with claim 
data to pull policyholder name, contact information, ACV 
estimates, and more directly into the message before it’s sent.

Templates update dynamically to reflect the most 
up-to-date claim information

SMS, email, and letter templates support automation 
across channels



Faster first contact in high-stakes situations 

CAT Event Response Outbound Text Message

CAT event opens and 
automations kick inStorm makes landfall We have received your claim, and we have already 

gotten started. We know this is a difficult time, so 
rest assured we will work through your claim as 
quickly as possible and will be in touch throughout 
the entire process.

Automatically tagged and 
linked to the CAT event Claims begin arriving

First contact with the policyholder 
sends automaticallyWorkflow starts Claims Contacted: 847 of 847

Adjuster Calls Made: 
0

Time Lapsed: 
< 1 Hour

Event-specific event message 
sent, adjuster starts claimPolicyholders reached

Outreach doesn’t get missed when it’s part of workflows
Missing document identified

Without Omnichannel With Omnichannel

Spots gap

stops 

review

Switches

to email  
or phone

Sends Email

from Gmail Spots gap


opens panel
SMS sent


never leaves claim
Returns


right where left
Sends SMS


from Textedly
Response auto-logged to claim


Full history. No manual update needed.Sends fax

from home office

Sets up spreadsheet

to track replies and updates

Zero context switching

One view. One record. No follow-up

Keep vendor work moving on autopilot

Adjuster Reviewing

claim documents

Contacting

other parties

Vendor update arrives

Notified in claim. Acts immediately.

Adjuster notified

Platform 24 hours out

no vendor update

Auto-email

fires to vendor

Response logged

to claim history

Partner integrations built for better communications 

Conversational AI Agents to support more customers 
across channels

A complete communications management solution built into 
your claims platform

Connect Snapsheet directly to SmartCommunications to 
create, manage, and deliver compliant correspondence across 
channels and jurisdictions with templates that auto populate 
from claim data, and compliance letters that trigger 
automatically based on DOI requirements. Smart documentation generation and automated delivery 

Built for the way claims work
sales@snapsheet.me
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