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PortaffUM

Voucher Recharge IVR

IVR Flow Diagrams

R [8]
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b 4
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I%F end

ZEROT

h 4
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we did not get any input.
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h 4

h 4
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h 4 h 4
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PortaffUM

Pay by Credit Card IVR

IVR Flow Diagrams
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card number”
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DIGIT COLLECTION
Select language

# of refries < max num of

Play: “We are

having difficulies
connecing your
call. Please Iry
again later”

File:

final
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Piay: "Press 1 o check your
balance, press 2 @ top-up
your account, press 310 call
the customer service
number”

File:
play_balance_main_menu
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Play: “Sarry, we are
having troubles. Please
hang up and try again
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Play. ‘Please enter the
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Flle: no_card_etered

File:
enler_amaunt_to_transfer
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“# of retries < max nu
attempts
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File: voucher_max_fails.
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exceed the maximum
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File: voucher_max_fails
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number”
File:
voucher_number_incomplete
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ce s
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Play: “This voucher has

I dnda. Fhtse for Play: “You have enter
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enter your veucher
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e le:
auth_voucher_failed

zero_voucher_failed
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Play: “Your account has
been updated. Your new

File: balance_upd +

Play: “You have
made an invalid
selaction. Please try

agai
File: invalid_selection

# of retries < max num of
attempts

Play: “We did not get any
input. Please reenter your
voucher number’

File:
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Fail
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Play:*Sorry.
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Send Payment
transaction
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yes
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PortaffUM

Account Management IVR

IVR Flow Diagrams

Application note.
The DNIS format should be:
*#TT¥n*123456789,
where *77 - Account Management [VR DNIS;

123456789 — passed Alias 1D or Voucher 1D

n — operation (1 - recharge account, 2 —add alias, 3 - delete alias);

AN available

DMIS format
valid

Check
Passed
paramaters

Check
Woucher

no "
Viaucher valid

Top-up account
with & voucher

A 4

Reqguired operation

W

Chack Alias

Play: ﬂﬁ:;?d.r.mmba ® Play: *Your balance has
) been updatad for "
Flle: File: bl
man_auth_voucher failed ile: man_balance_upd

Add a new alias
Play: *The numbear 12345
already exists in the

databasa”
File: number + ..+
already_exsts

Check Alias
(%]

Flay: “The number 12345
is not valid, please fry
again”

Play: “The number .__ has
been added to your

account”
File: number + ... +
: i File: number + .. +
alias_add_failed alias_added
. i ¥

»
P
Reqguired no
operation is
add_alias
yes no
Required operation '
is delete_alias,

Play: “The number 12345
is not valid, please try
again”

File: number + ... +
alias_delete_failed

Alias ID exists ves
Y v
Play: "The number Detete ai
12345 is not linked to & alias
yaur account”
File: number + ..+
no_alias
yes
Y
Play: “The number 12345
has been successfully
removed from your
account”
Files number + ., +
alias_deleted
¥ A 4

D
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PortaffUM

Prepaid Card IVR

ANI authentication
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Check
account's
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PIN

enabled

Play: “That account
number does not exist.”
Flle: na_such_account
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Should we check the
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Play: Prompt language

Should we play the
welcome message

Play: "Welcome"
File: welcome

selection for each
configured language.
File:

lang_sel, lang_sel2, ..

h

Success

DIGIT COLLECTION Fail
Select language

Valid digit collected ?

# of refries < max num of

AMI authenticated

Flay: “Flease enter
your card number”
File:
enter_card_number

#of retries < max num of

¥
Play: “We are
having difficulties
connecting your

Play: “We did nat
get your language

yes "
attempts call. Please I‘Iy .sslsuuun
again later File: no_lang_sel
File: final
y

Play: “You have End
made an invalid

selection”

File: wrong_lang_sel

Play: “You have entered
an invalid number of
digits. Please re-enter
your cand number”
File: invalid_digits

Success DIGIT COLLECTION

Check card
number

# of retries = max num of
attempts

Flay: “We are
having difficulties
connecting your
call. Please try
again later”
File: final

# of refries < max num of

authenticated?

Select card number

r

Card number yes

Play: "We are . X
oo you oy oot Panse
connecting your eotor your card
call. Please try s
agan File: no_card_entered

File: final

I

Fail

# of retries < max num of
attempts

| I

Play: “You have entered
an invalid card number
Pleasa reanter your
card number
File: auth_fail

Should we announce
balance

Play: *You have ...
dollars ... cents”
File: you_have ...

Flay: ‘Flease
enter the phone
number you wish
to reach”
File: enter_dest

Check Ermar
Explanation

no

h

Ir balance

4

Play: *You don't have
sufficient balance on
account to place this
call. Please call the
customer service
number or hang up”
File: not_enough_funds

Play: “Somry. the number
you have dialed is
blocked. If you feel you
have reached an error,
please call the customer
service number”
File: blocked

# of relries < max num of
attempts

L

DIGIT COLLECTION Fail

Success

Chack
destination
number

Is authorized?

Select destination number

# of retries < max num of

Flay: “We are Play: “We did not get
having difficultios any input. Pleasa
connecting your enter the destination

call. Please try number you are

again later” calling”

File: no_dest_entered

I

Final: final

Should we announca

Flay: “You have ...

File: you_have ...

credit time

minutes ...
seconds”™

DIAL DESTINATION

Fail

Flay: “Flease press the
* key o redial last
dialed number or enter
the phone number you
wish to reach”
File: enter_dest_redial

# of retries < max num of
altempts

A
Flay: “The party you
are calling is busy.

Play: "W are

Please press the * key having difficulties
to redial the last dialed connecting your
rumber or enter the call, Please try

phone rumber you wish again later”

to reach” Fila: final

File: dest_busy_redial

© 2000-2009 PortaOne, Inc. All rights Reserved. www.portaone.com

46

IVR Flow Diagrams



PortaffUM

ANI/DNIS/PIN Callback IVR

No authentication

Authenticate by DNIS
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ANl authenticatsd
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destination
number
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destination
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Check the
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Play: Prompt language
selection for each
configured language.

lang_sel, lang_sel2, ...

I
+

Should we chack
destination number

Check
destination
number

Is it authorized?

Success

Uthenticate by DNI®

r
puthenticate by AN]

Check
account’s
Preferred IVR

Language

‘Should we check the
nguages list in the cor

Success.

Valid digit collected ?

# of retries <max num of
altempts

Play: “You have
made an invalid
selsction”
File: wrong_lang_sel

DIGIT COLLECTION

Select language

Play: “We are
having difficulties
connecting your
call Please fry
again later’
File: final

# of retries < max num of
attempls

Play: "W did not
get your language
tion®

File: no_lang_sel

v

Should we play the
welcome message,

Play: “Welcome"
File: welcome

Authenticate by DNI®
Or

puthanticata by AN]

Play: *Please enter
your card number”
File:
enter_card_number

Y

Success | piGIT COLLECTION

of digits < max cart
length

# of retries < max num of

Play: “You have entersd
an invalld number of
digits. Please re-enter

Should we announce
balance

Play: “You have ...
dollars ... cents”
File: you_have ...

Play: “Please

enter the phone

number you wish
ach”

1o re:
File: enter_dest

Check Esror
Explanation

Insufficient balance

 of retries < max num of
attempis

A

Success DIGIT COLLECTION
Select number

Check
destination
number no

Play: “We are
having difficullies
connecting your
call. Please try
again later”
Final: final

Is authorized?

End

Play: “We are
having difficulties
connecting your
call. Please try
again later’
Final: final

Play: “You don't have
sufficient balance on
account to place this
call. Please call the
customer service
number or hang up”
File: not_snough_funds

Play: *Sorry, the number
ialed is

blocked. If you feel you
have reached an error,
plaase call the customer
service number”
File: blocked

Should we announce
credil time

Play: “You have ...
minutes ...
seconds”

File: you_have

Sucoess

Fail

DIAL DESTINATION

Play: “Please press the
* key to redial last
dialed number or enter
the phone number you
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File: enter_dest_redial

# of retries < max num of
attempts

Play. “The party you
ara calling is busy.
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to redial the |ast dialed
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phone number you wish

File: dsst_busy_redial

# of retries < max num of

attempis

Play: “We are
having difficulties
connecting your
call. Please try
‘again later’
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Play: "We did not get
any inpuL. Please.
enter the destination
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calling”
File: no_dest_entered

your card number”
File: invalid_digits

h 4
Play: “We are
having difficulties
connecting your
call. Please try
again later”
File: final

Select card number

Play: “We are
having difficulties
connecting your
call, Please try
again later"
Filer final

i of retries < max num of

Play: "You have entered
an invalid card number
Please reenter your

Card number
authenticated?

yes

# of retries < max num of
attampts

Play: “We did not get
any input, Please
enter your card

number”
File: no_card_entered
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PortaffUM

Callback with Registration IVR

AN available

Use ANl as a
destination
number

A4
Success | DIAL DESTINATION Fail
NUMBER
End
Y
n ANI authenticated yes
AND
Balance = Product Breakage
A 4
k.
Check
Play: ‘Please enter account’s
your card number” Preferred IVR
File: Language
enter_card_number
Y
Success | pigiT colLection | Pl
Select card number
no
# of retries < max num of
Play: "We are N
having dificulties P'::;f?:;f'gg;ge‘
connecting your X
# of retries < max num of 4 call. Please try entzruyr“n);;r‘wld
attempts again later” -
Check card File: final File: no_card_entered
y number
no |
Play: “You have enterad k.
an invalid number of
digits. Please re-enter End
yiour card number”
File: irvalid_digits -
A 4
Flay: "We are Card number yes
having difficulties authenticated?
connecting your
call. Please try
again later”
File: final
0 ) YES
ANl authenticated
y # of retries < max num of
( End ) attempts
ry
Y
Fail Create new Account  pUCCESS o
= L
Play: “Y'ou have entered {Account ID = ANI)
an invalid card number,
Please reenter your
card number” h 4
File: auth_fail Fail Suctess
n ‘ ecrarme -

Play: "You have ...
dollars ... cents”
File: you_have ...

Play: “Please
enter the phone
number you wish
1o reach”
File: enter_dest

Check Error
Explanation

Insufficient balance

Y

# of retries < max num of
attempts.

Success DIGIT COLLECTION
Select destination number

Check
destination
number

Play: “We are

connecting your

call. Please fry
again later”

Final: final

Iz authorized?

Flay: “We are
having difficulties
connacting your
call. Please try
again later”
Final: final

Play: "You don't have
sufficient balance on
account to place this
call. Please call the
customer service
number or hang up”™
File: mot_encugh_funds

Flay: “Sormry, the number
you have dialed is
blocked. If you feel you
have reached an error,
please call the customer
service number”
File: blocked

Y
End
Y
Should we announce
credit timea
Flay: “You have ...
minules ...
saconds”
File: you_have ...
Success Fall
DIAL DESTINATION
Y

Play: "Please press the
* key to redial last
dialed number or enter
the phone number you
wish to reach”
File: enter_dest_redial

h 4

Play: “The party you
are calling is busy.
Please press the * key
to redial the last dialed
number or enter the
phone number you wish
to reach”

File: dest_busy_redial

having difficulties

# of refries < max num of

Fail

# of retries < max num of
allempls

Play: “We did not get
any input, Please
enter the destination
number you are
calling”

File: no_dest_entered

I

Play: "We are
having difficulties
connecting your
call. Please iry
again later”
File: final
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