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Main Menu prompt
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1 - Agent Extension

1

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 - Forms

Prompt for form type

S
 1-Business o ' 3- Real Property |
2 - Income e
Route caller to dedicated service

Based on the selection

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




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.
When finished return to the main menu




~ *. Web site issues

(Transfer to web site issues service.)

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