
Email connectivity issue

VA

IVR
Explain issue: 

• Email connectivity 
issues

System greeting + request 
for new or existing ticket

Caller: New

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?

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.

User Flow Bucket #4

System Alert

- 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
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