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Objective:  The subject of activities in TAM comes up in nearly every presentation, but 
it is rarely addressed as a topic unto itself. This session will focus exclusively on this 
subject. In this course we will 

 Contrast/Compare Activity Theories 

 Learn to customize and organize the Default Activity List, Further Actions and 
Group codes 

 Work activities from HomeBase, Activity Center and Clients utilizing Filters, 
Search and Closing options. We will also see how these tools can facilitate 
auditing procedure compliance. 

 
 
Assumptions:  This seminar is based on the following 

TAM Version 10.x 
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Activity ‘Theory’ 
Before you start setting up individual activities, itôs a good idea to decide on the principals that will guide the way activities are going 
to be set up and used in your agency.  The following are some areas of debate, we will review the pros and cons of each: 
 

Position A Position B 
Minimal Activity Codes Used 
This is a commitment to keep the list of available activity codes 
as short as possible.  The emphasis here will be on entering very 
specific and detailed descriptions and notes while using 
categories that are broad and general. 
 
 

Many Detailed Activity Codes 
This theory says ñif you manually type the same description more 
than a handful of times, it should be its own unique activity with 
a default descriptionò.   
 

Notes 
 
 
 
 
 

 

 

2nd Request Theory 1 
When an activity comes due for follow up and the expected 
response has not yet been received, close the activity 
unsuccessfully and add a new activity for the additional request. 

 

2nd Request Theory 2 
When an activity comes due for follow up and the expected 
response has not yet been received, add a separate additional 
request activity and close it unsuccessfully.  Revise the original 
activity with new notes and bump the follow up date accordingly. 

 
Notes 
 
 
 
 
 

 

 

An Activity should be attached to everything in TAM Attachments don’t need an activity attached 
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Position A Position B 
The activity list in TAM is like your GPS tool.  It is the one central 
ñroad mapò to guide on your quest to find any client 
documentation. 

 

The attachment (scanned item, email, document) is already in 
TAM, I donôt need to document that I attached the item.  It is 
just duplicate work. 

 
Notes 
 
 
 
 
 
 
 

 

Security Theory 1 
TAMôs security manager allows us to lock down activities and 
allow no deletions or revisions.  This is important for our E&O 
protection.  No one in the agency can alter or delete a closed 
activity. 
 

Security Theory 2 
With the new features in Activities as of version 9.0, Existing 
Notes cannot ever be changed (not even by the system 
administrator).  So in order to take advantage of the ability to 
ñcontinue an activity storyò with additional notes we allow users 
access to update activities, but not to delete Open or Closed 
activities. 

 
Notes 
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Activities…a review of the fundamentals 
 
Lets begin by reviewing what an activity is, what it looks like, and the fields contained within: 
 
Basic definition: An activity within The Agency Manager is a multi-purpose tool.  It is both a suspense or follow-up item as well as a 
secure form of documentation.  Review the following list to see how activities can and should be used in your agency. 
 
Suspense Tool: 
Use activities to remind you of important events or tasks.  When you create an activity, leave it open and set a follow up date for 
your reminder. 
 
Client contact / action item 
As client related activities are created and ñcompletedò, the system stores them in a reference log.  This enables you to determine 
what has taken place on a customerôs account on a given policy over a specified period of time. 
 
E & O documentation tool 
Because security in The Agency Manager can be set so that it will not allow staff members to edit or delete closed activities, it 
provides a safeguarded system for E & O documentation.  Use activities to record conversations with an insured or carrier. 
 
Reporting tool 
You can use activities to report on the productivity of a producer or employee, to track compliance with procedures, the success or 
failure of marketing campaigns and a wealth of client or company related statistics. 
 
Marketing tool 
An activity can be set up to automatically trigger the generation of a letter at some specified point in the future.  And each letter so 
generated will automatically cause itôs own activity to be entered into the system for follow up or additional automatic letters.  
Because activities are so searchable and reportable, you can use them to run and track very effective marketing campaigns. 
 
Filing tool 
Activities were designed with filing in mind.  Because an activity is a record of what happened and when it was done, it is an 
excellent reference to correspond with your filing system.  You may want to set up specific activity codes or description identifiers for 
items that are E-filed. 
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Activity Detail 
To assist in consistent data entry, include a ñRules for Activity Completionò page in your agencyôs procedure manual.  Include a 
screen shot of an activity detail as well as the ñrulesò for each field to be completed.  The following table is just an example. 

 

 
1. Entered  

This is the date the activity was entered.  This will default in automatically. 

2. Operator  
This is the person who entered the activity.  This will default in automatically. 

3. Category  
Should be selected to correspond with the action  being performed.  In some instances an action will automatically 
trigger an activity with a specific category (For example: A MEMO activity when doing a Memo).  The defaulting 
activity category may not be the correct one for the situation.  Please refer to the procedures manual for the 
appropriate code to be used. 

4. Description  
This is where you add the description (summary) of what you did. 
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5. Amount  
This is where you add any dollar amount associated with what you did in applied.  Refer to the Activities Usage 
worksheet for specific activity codes which require amounts. 

6. Add Note  
This is where you continue your description if you do not have enough room in the top description line.  Spell check is 
available with F7. 

6. Existing Note  
This is where all existing notes are saved.  Each ñAdd Noteò is saved with operator ID, date and time.  This field 
cannot be revised. 

7. Open:  Yes or No  
If you DO NOT need to follow up on the activity, you close it by checking ñNoò.  If you DO need to follow up on the 
activity, leave it open. 

8. Plan  
The marketing code.  Whatever defaults into this field should not be changed ï even if what defaults in is nothing. 

9. Type  
Type is referring to the type of policy you are attaching the activity to. 

10. CSR 
The Account Manager to which this account is assigned. 

11. Company  
The company code relating to the action that warranted the entry of the activity.  Defaults from policy that was 
selected when activity was added.  Change if necessary (i.e. for QUOT activities to several markets). 

12. Producer  
The Producer to which this account is assigned 

13. Broker  
The Broker to which this account is assigned (if assigned on the Client Detail Screen) 

14. Who  
The person you want to follow up on an activity that is left OPEN. 

15. Follow -up  
The date you would like the person in the Who field to follow-up on this activity. 

16. Action  
Management tool.  Leave at default. 

17. On 
The Action on date.  The date the action code takes place.  This date is usually one week after the follow up date. 
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Creating & Revising Activity Categories 
Some of the activity fields can be preset with default values.  To create or revise activities, you will access the Utility Manager menu.  
On the menu select ñGeneralò, ñActivity Defaultsò, ñDefine Activity Categoriesò as depicted below.  Then, click on the big black arrow 
located at the bottom right of the screen. 
 
 
The box (pictured at right) will appear allowing you to 
create, revise or delete an activity category.   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
To create a new activity, click on Add and simply enter 
a four character code, create a description, and 
determine whether or not this activity will belong to a 
group.  Once these three fields have been completed, 
click on the OK button. 
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The ñDefine Activity Defaultsò box will appear allowing you to 
set the follow up date and action date defaults.   
 
Enter the default follow up date X days from the date of entry.  
It is advised that this number be in increments of 7, although 
any number would be acceptable.   
 
Select the appropriate default follow up person (CSR, 
Producer, or Operator).  If Other is selected, the default will be 
a blank field. 
 
Next you will need to indicate how many days past the follow 
up date you would like the further action to take place.  For 
most activities the further action is Appear as category on the 
Exceptions Report.  And the general default is 7 days or 1 
week past an open activityôs follow up date.   
 
 
 
Based on your choice of further action one of the two following 
boxes may appear 
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When you choose to have an item appear on the Exceptions 
Report, you are asked to pick from the list of action codes.  
The Exceptions report will be sorted by the action code you 
pick ï so all of the activities that are past due to ñCall the 
company underwriterò will appear together on the report 

 
 

If you choose to generate a form letter on the action date, you 
will be presented with a list of your available form letters to 
choose from.  This is one of the cornerstones of automated 
marketing in TAM, but it can be used for many non-marketing 
events. 
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Considerations when creating new activities 
 

Naming conventions 
 
What should the default description say?  
The default description should give the user an idea of what their unique description should contain whenever possible. 
For example, putting xx/xx/xx at the beginning of the CHGR activity to remind users that you want them to begin their description 
with the effective date of change, or putting a $ in the description as a reminder that the amount field must be filled in. 
 
What should I do about my form letter activities?  
If your agency has made the decision to enter unique activity categories for some or all of your form letters, start them all with a 
letter that will put them down and out of the way.  By doing this, you will minimize the impact of on your users of having dozens, or 
even hundreds more activities that they need to scroll through in the course of performing day to day tasks in TAM.  ñWò is good for 
this, since it implies ñWordò or ñZò if you really want them at the bottom of the list. 
 
How do I identify Accounting Department, or other special purpose activities?  
Once again, give them a letter of the alphabet to start them with so that they will all be kept together down out of the way.  The 
letters X, and Y can be used for Marketing, Accounting and/or System or Administrative activity codes. 
 
Is there anything I can do regarding activity items used most often?  
The few activities that are used most often, and that do not automatically come up as selected because they are tied to a specific 
function in TAM, can be given a number in the first position of their category code.  This will cause them to go to the very top of the 
list for easy selection.  Just donôt code too many things this way ï if dozens of codes start with a number, any benefit from this 
practice is greatly diminished.   
 
Whatôs the purpose behind creating alpha groups for related items? 
If there are a lot of codes being used at an agency, this practice will make it easier for everyone to remember and get to the proper 
codes for the task they are recording. 
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Groups 
 
What are they and why would I use them?  
Groups are used for activity based reporting. 
 
How do I create them?  
Activity code groups are defined by accessing the option directly below ñDefine Activity Categoriesò on the Utility Manager menu. 
 
Examples  
Like almost all of the fields related to activities, the uses of groups are limitless.  However, the most common use of activity groups, 
when they are used at all, is to associate and group activities together by the procedure they are a part of, ie. New, Renewal, etc..  
A less common use is for establishing default time allowances, ie. 2 minutes, 5 minutes, 20 minutes, etc.. 
 

Further Actions 
 
What is the exceptions report? Who runs it, reviews it and how often?  
The exceptions report tracks activities that are past due.  It is a safety net used to ensure that nothing is ñslipping through the 
cracksò.  It should be run and reviewed by a department level manager or direct supervisor on at least a weekly basis.  It should not 
be run at all if it is not going to be used and enforced.  Remember, in an ideal world nothing should ever make it to the exceptions 
report. 
 
When would I use a generated form letter?  
Marketing, Loss or Change Request follow ups, and automating the early steps of the renewal process are all examples of when this 
powerful TAM feature could be used. 
 
What types of items should clos e automatically?  
Very few.  It is strongly advised that all agencies be very careful when defining an activity to close automatically.  It only takes a 
second or two to close an unwanted follow up in TAM ï be sure to weigh that against the possibility of someone selecting the wrong 
activity code for an important follow up item and as a result of their error having it close automatically.   
 
Activities defined as ñNo further action ïleave openò can also be dangerous since they will never show up on an exceptions report 
and are therefore candidates for remaining open but unnoticed in the event of something like a staff memberôs departure from the 
agency. 
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Using Activities 
You can access activities from the Home Base screen, the Activity Center and the Clientôs Activity List Screen in a variety of ways and 
with a variety of useful display and filtering features. 
 
The Home Base Screen Filter Options  
 
At the workstation level some filters and defaults can be 
set for the appearance of your own Home Base Screen.  
To do so, sign in at your workstation and click on the Tab 
labeled Filter Options.  On the left side you may choose 
filtering options and on the right side you can determine 
which fields should appear and in what order.  See 
screen shot at right. 
 

 
 
The Activity Center  
 
This area will allow you to work open activities with the full 
activity detail displayed all from one easy and convenient screen.  
It may be accessed via the magnifying glass button on the Open 
Activities Tab of the Home Base Screen. 
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Filtering Activities at the Clients & Files Level  
 
Since an active client will have a lot of activities entered 
on it, finding specific items from the past can be a 
daunting task.  Fortunately, it is possible to filter activities 
at this level as well.  From any customer file, click on the 
Activity button and then select Filter List from the Options 
Menu, or double click on the ñFilterò tab.  The following 
screen will appear. 
 
So, if I needed to find out about a conversation that 
occurred in July of 2001, the filter would enable me to 
limit the list to only show those activities that were 
entered during that month and that were using an 
activity category denoting a conversation. 

 
 

 
How can I make my filter be my default when I sign into TAM?  
 
From the TAM Home Base Screen, select the ñToolsòmenu, ñUser Setup 
Optionsò.  From there, clicking on the ñScreen Defaultsò tab will bring up 
the screen to the left.  To make your filters become the first thing that 
comes up when you access a client, click the check box labeled ñUse 
Custom Filter on List Screensò 
 
(By the way, we recommend that you do not do this.) 
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Closing Activities 
Activities can be closed from any screen where the item is viewed (i.e., activity detail, client level activity list, Home Base Open 
Activities Tab, Activity Center) ï in theory, and depending on the version of TAM. From each of the screens the function is the same.  
With the activity selected, right click on it (or select Options) and choose ñClose Successfullyò or Close Unsuccessfullyò. 
 
The unsuccessful option will lead you to a list of rejection reasons.  You may select 
a rejection reason and then document your activity with any extra notes.   
 
 
 
Keep in mind that closing an activity as unsuccessful is Voting.   
 
When it is done, a staff member is casting a vote of displeasure with someone or 
something.  These votes can be tallied and reviewed via activity reports.  The 
Rejections report in particular is designed to do nothing other than track these 
unsuccessfully closed items. 

 
How can I modify the items on this list?  
In the Utility Manager, go to ñGeneralò, ñField Defaultsò, ñDefine Rejection Reasonsò. 
 
We recommend that rejection reasons be split into two parts.  The first part should specify the type of ñWhoò it is that the staff 
member is displeased with.  The second part should specify the ñWhyò it is that they are not happy with them. 
 
For example,  
CO-ADDL REQUEST 
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Searches from the Client & Prospect levels 
 
To search for activities on one or multiple clients use Search 
Clients.  This function can be accessed from most any Options 
menu within the client area of TAM. 

 
 

Once selected the screen at right appears. 
 
Select the Activity Tab, and then your parameters. 
 
This can be a very useful tool when checking for procedural 
compliance or for manually following up on activities generated 
from a marketing search. 

 

Setting Standards 
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I recommend completing a table like the one below, for the activities to be used in your office. 
 

   CHANGE THESE FIELDS PER EXAMPLES 

code  default desc  WHEN TO USE unique desc  notes  amount  

      
APPO Appointment-who,where,when When setting appt. To be 

used as a reminder and 
counter. 

Bill Williams,his 
office,10AM 

get info on umbrella exp 
9/1 

 

BIND Binder When issued 3/28/97 - 4/28/97 to insd   

CANC LPR to insd for signature When LPR is created default ñName of person 
requesting cancelò 

 

CAND Signed LPR to company When copy is returned 
from client 

default   

CANE Pol canceled/ why?/$ lost When cancellation is 
received from carrier 

Insuredôs request found better price total term 
premium amount 

CANP Cancellation pending /non-pay When intent to cancel is 
received from carrier 

Canc 5/24/97 unless paid  amount due 

CERT Certificate sent to? When issued State of Oregon  via fax 503-555-3898  

CHGR Change request/describe When ordering change 
from carrier (via Acord or 
memo) 

eff 4/1/97 del 96 Toyota interfaced with co. 
request via email 

 

DATA Data needed/describe When requesting misc. 
info. For which no activity 
exists. 

85 Chev registration    

EVID Evidence of property sent to? When issued Wells Fargo Bank via fax 503-555-9200  

EXDT Exdate  When setting reminder 
suspense 

Bus Auto 7/25/97   

FINA Financial Statement Requested When request letter is 
mailed 

6/1/97 FYE   

LOSS Loss Notice faxed to Comp When Acord is completed DOL 5/13/97 Auto  ñpaste desc from Acord 
Lossò 

 

MVR Order MVR for? After placing order with 
MVR service 

John Smith   

 


