CS_MAIN_MENU

Start

(answer call)

Init Variables
CSA Main Greeting

\

CS Special Announcement

X Press 1 to check on Refund Status - 7 ' N
*. Transfer to Web Site ) Press * for Web Site issues ——— 1= Transfer to Refund M3 service.

Issues service.. ' (Message name: M_CS_Tax_Refund_Status_prompt) —

I

Perform DB look up to check
weather or emergency condition

Ifcaller chooses Spanish
A message stating that ‘

Translation services If emergency condition = True i
Is available will be played - g ye|se - Transfer to CS_Main_AH
efore the call is transfer B -
AN I . P e —

. . Set,tﬁe sysVar_Langua ef,la"'
English or Spanish " Update the CgDDg 9

CS_Main_Menu prompt

- Repeat Options
- Real Property

3-FAQ's | 4= Notice Received 5 - Collections) 6 < Individual Income ( 7 - Business



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.




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

1 - Business

Prompt for form type

T~

2 — Forms

2 - Income

3 - Real Property:t:iﬂ‘

Route caller to dedicated service
Based on the selection




3 — FAQ'S \ * - Main Menu

1 - Individual Income‘;\] 3 - Real Property

2 - Business

~ Plays appropriate FAQ based on selection, dispositions call based on FAQ selection.
\\ Return to Main Menu when done with FAQ message. /




4 — Notice Received

/

1-ﬂsrértr 7variziarbrlrer to 3 éé'tﬁ\}ariaibrlré to
Individual Income "~ Real Property
2 — set variable to
~ Business
|

|

Prompt caller for SSN, EIN or SSL

1- Collect SSN in variable 3 = collect SSL into variable

2 = collect EIN into variable

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.




5 - Collections

y

Route caller to Collections Main Menu M3 Service.




6 — Individual Income

v

Prompt caller to enter SSN

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 w

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.




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

7 - Business

$

Prompt caller to enter EIN

Please enter EIN

Put Entry in the CDD

~—— Prompt |
1. Refund status ‘

2. Registration |

3. Payments ‘

4. Close Account w

‘ 5. Other w

| — _

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




8 — Real Property

v

Prompt caller to enter SSL

2 - Please enter SSL

Put Entry in the CDD

JU— ~ Prompt :
‘ 1. Duplicate Bill |
w 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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