
Ticket status request

VA

IVR
Caller response: 

• I don’t have it.

System greeting + request 
for new or existing ticket

Caller: Existing

System request: 
• Please say ticket 

number 
• Or say don’t have it.

System request:
• Request for employee 

serial number

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

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

Answer prompt: Yes

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.

User Flow Bucket #3

Existing Ticket

- The actions that the user needs to initiate/perform

- A step the system can do

- Objects, tools, or information the user needs

- Questions or issues about the task

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.
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