
Encounter Problem

Identify the decision points in the flow 
requiring specific knowledge by the user. 

Impart knowledge and optimize the task based 
on knowledge you know the user will have.

Trigger: What gets the user to start their task
Desired Outcome: How they will know when the task is complete

Base Knowledge: What will the users be expected to know when starting the task
Required Knowledge: What they actually need to know to complete the task

Artifacts: What tools or information do they use in the course of the task

Legend
Green: The actions that the user needs to do

Yellow: A step the system can do
Purple: Objects, tools, or information the user needs

Orange: Questions or issues about the task
(Hint: Try to turn green to yellow)

Walk to helpdesk

Seek local group help
(someone in reach)

Explain issue Clarification of issue Offer solution

No tech

Unified Messaging 
password reset

VA

IVR

Explain issue: I need 
my password reset.

New Entitled

System greeting + 
request for new or 
existing ticket

Caller: New

System request: How 
can we help you?

System request: Which 
password?

Explain issue: Unified 
Messaging.

System request: 
• Hear steps now.
• Have steps 

emailed.

System output:
• Page redirect for KB
• Inline bulleted list of 

steps

Answer prompt: Email

System request: Say or 
enter your employee 
serial number.

Answer prompt: 
###########

System reply: 
########### is that 
right?

System reply: Thank 
you, I have your email.
Give ticket number
Like to hear ticket 
again?

Answer prompt: Yes Answer prompt: No

System reply: Thank 
you, Goodbye.

PTO Balance

VA

IVR

Explain issue: I want to 
check my PTO balance

New Non-Entitled

System greeting + 
request for new or 
existing ticket

Caller: New

System request: How 
can we help you?

Explain issue: 
Employee information 
issue… We can refer 
you to HR contact page

System request:     
• Have contact 

emailed?

System output:
• Page redirect for 

HR
• Inline HR contact

Answer prompt: Yes

System request: Say or 
enter your employee 
serial number.

Answer prompt: 
###########

System reply: 
########### is that 
right?

System reply: Thank 
you, I have your email.
Give ticket number
Like to hear ticket 
again?

Answer prompt: Yes Answer prompt: No

System reply: Thank 
you, Goodbye.

Ticket status request

VA

IVR Caller response: 
• I don’t have it.

Existing Ticket

System greeting + 
request for new or 
existing ticket

Caller: Existing

System request: 
• Please say ticket 

number 
• Or say don’t have it.

System response:
• Request for 

employee serial 
number

Answer prompt: 
###########

System reply: 
########### is that 
right?

System reply: 
• Thank you, I found 

a recent ticket: 
###### 

• The issue is still in 
progress.

• Would you like to 
speak with an 
agent?

Answer prompt: Yes Answer prompt: No

System reply: Thank 
you, Goodbye.

System request: How 
can we help you?

Caller: Ticket status System reply: 
• Thank you, I found 

a recent ticket: 
###### 

• The issue is still in 
progress.

• Would you like to 
speak with an 
agent?

Answer prompt: No System reply: Thank 
you, Goodbye.

Email connectivity issue

VA

IVR

System Alert

System greeting + 
request for new or 
existing ticket

System request: How 
can we help you?

Explain issue: 
• Email connectivity 

issues

System request: How 
can we help you?

System response:
Email connection issues
Be aware there are 
known outages in 
XXXXX are you in one 
of these areas?

Caller: 
Yes

System output:
• Page redirect for 

email connectivity 
issues

• Inline email 
connectivity reply

Answer prompt: Yes

System request: 
• We are in the 

process of restoring 
service

• Is there anything 
else I can help you 
with?

Answer prompt: No

System reply: Thank 
you, Goodbye.

Caller: New


