CCU_MAIN_MENU

Start

(answer call)

v

Init Variables

T

Main Greeting

\

Special Announcement
The 2 VIP numbers are given

a higher priority in the
Queue for this service. Y

e Perform DB look up to check
/ weather or emergency condition

v

If emergency condition = True

else
Ifcaller chooses Spanish ~
A message stating that
Translation services

s available will be played:
efore the call is transfer

To a service — | English or Spanish

v

Set,tﬁe sysVar_Language ﬂég
~ Update the CDD /

Main_Menu prompt

2 - 3% Party Transfer Number

1= Agent Extension

Transfer to CCU_Main_AH

- Repeat Options

3= CCUAgents



1 - Agent Extension
Collect agent extension
From the caller.

'

Search Office number field in
Unified IP database for matching
Extension

([ Transfer to the agent via
Direct Dial transfer.




.~ 2-3"Party Transfer

Transfer to 3" Party number 866-353-7145




~ 3-CCUAgents

1. DMV -
:23 ldl\élg % 5 - Main Menu
4. All Other J -

5. Return to Main Menu

3 — Play CCU Less 90 days
Than call another number
Message played here.

~~\kkkkpelay 2 seconds,*"'

|

{ Continue to Queue

Route caller to appropriate service based on selection

,//"




5 - Collections

y

Route caller to Collections Main Menu M3 Service.




If the wait time is over 5 minutes, let the caller know that call volumes are heavy.

6 — Individual Income

v

Prompt caller to enter SSN

1 - Please enter SSN

Put Entry in the CDD

~ Prompt
‘ 1. Refund status ‘
2. Account Adjustment |
3. Help with form ‘
‘ 4. waiver request w
5. Other

Set the call data definition with the collected data.
Based on the option selected look at service wait time
And transfer the call to the appropriate service.




7 - Business

$

Prompt caller to enter EIN

- |
/1. Refund Status - /

Transfer to M3 service |
|

| —

Set the call data definition with the collected data.
Based on the option selected look at service wait time.

2 - Please enter EIN

Put Entry in the CDD

~ Prompt
1. Refund status
2. Registration
3. Payments
4. Close Account
5. Other

2 through 5

If the wait time is over 5 minutes, let the caller know that call volumes are heavy.




8 — Real Property

v

Prompt caller to enter SSL

2 - Please enter SSL

Put Entry in the CDD

|

Prompt
1. Duplicate Bill
‘ 2. Wrong Bill
| 3. ROD |
4. Homestead / Senior
‘ 5. Payments
‘ 6. Other |

Set the call data definition with the collected data.
Based on the option selected look at service wait time.

If the wait time is over 5 minutes, let the caller know that call volumes are heavy.
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