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2. Introduction
The State of Montana Electronic Benefits Transfer (EBT) IVR applications that are currently in place today, are no longer supported on their current platform.  Black Box will work with The State of Montana to rewrite these applications on existing Nortel MPS 500 IVR system.  
In addition, the DNIS Routing application will be modified to add the EBT applications and to add a DTMF Menu for manual call routing in the event of a CTI failure.

These applications are designed to automate common functions related to the State’s Electronic Benefits Transfer benefits.

· Members will be able to change their PIN numbers, check their balance, review recent Food Stamp and Cash transactions and report a stolen card.
· Retailers will be able to complete, purchases, returns and void previous transactions.

The purpose of this document is to serve as a functional and technical design specification for the above application.  This document describes and defines the technical details about the inter-working relationship of various components and operations related to the above application.  

This document also defines the scope of the project.  Any information that is not included within this document will not be part of the final application.  Once this specification is completed and accepted by The State of Montana, new requirements or changes to the functionality defined in this document must follow the change control process as outlined in the Statement of Work document.

This document is intended for project team members from Black Box and The State of Montana.  Please note: some parts of these documents are intended for technical audience.

3. Assumptions

The following is a list of the assumptions made based on the information gathered.  The application will be implemented according to these assumptions.

1. The application will provide service in English only.  Implementation of Spanish will require a Change order request from the State of Montana.
2. There is only support for touch-tone dial callers.

3. The State of Montana is responsible for recording and providing all voice prompts.
4. The State of Montana is responsible for defining and maintaining business hours and holiday tables.

5. Transfer points are to be provided by the State of Montana.

6. The IVR will carry out transactions with The State of Montana’s Oracle database via stored procedures as defined in Appendix B

4. Business And Functional Requirements

1. Only English language is supported.  
2. Callers will have 7x24 access to all features of the system, assuming that the Database is available.
3. Under certain conditions, callers may be transferred to a customer service queue.
4. Callers reporting a lost or stolen card will be immediately transferred to Customer Service, during normal business hours and an alternate location during off hours.
5. Control numbers are 7 digits.
6. PIN numbers are 4 digits.
7. PAN numbers are 16 digits and always start with 507714.
8. FNS numbers are 7 digits.
9. Voucher Numbers are 6 – 10 digits in length.
10. Approval or Authorization numbers are 6 digits.
11. Dates are entered in a MMDDYYYY format.
5. The IVR Characteristics and Design

This will list the standards that apply to the whole application unless otherwise specified.

5. .1 Standards
The following describes the standards used in this application:
· Callers will have 5 seconds after the last menu item has been played to enter a choice;

· Callers will have 3 attempts and/or timeouts to input data; this means that on their 3rd mistake the input failure branch of the call flow will be taken.
· Menu and multi-digit collection block prompts are repeated after timeouts and errors.
6. Flow Chart Diagrams

The diagrams that follow describe the flow of the IVR application. 
6.1
DNIS Router Call Flow
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6.2
EBT Member Call Flow [image: image3.wmf]Member Call Flow Overview

  

Page 

1

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

Start

PIN Menu

(

3

)

Change PIN 

Process

(

4

)

Greeting

(

2

)

Enter PAN

(

7

)

Main Menu

(

12

)

Change

PIN

Play Card 

Balance

(

11

)

Card

Balance

Other

Support

Change

PIN

Change PIN 

Process

(

4

)

Last SNAP 

Transactions

(

13

)

Last Cash 

Transactions

(

15

)

Last 

10

Cash

Next 

Available 

Benefit Date

(

17

)

Last 

10

SNAP

Benefit

Date

[image: image4.wmf]Greeting

  

Page 

2

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

100

2700

Welcome to the Montana Access customer 

service help line

.  

Your call will be served by 

an interactive voice response system

, 

with 

the opportunity to reach a “live” customer 

service representative

.

DB Available

?

Database 

Timeout

(

18

)

Timeout

2747

If you are calling from a touch 

tone phone

, 

press 

1

.  

If you do not 

have a touch tone phone or are 

using TDD equipment

, 

please 

stay on the line

.

2

nd try

?

Timeout

Greeting

(

2

)

Transfer

(

18

)

Yes

No

Continue

(

3

)

[image: image5.wmf]PIN Menu

  

Page 

3

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

150

2701

To change your PIN or select a new 

PIN

, 

press 

1

.  

To report a lost

, 

stolen or 

damaged card

, 

press 

2

.  

For other 

support

, 

press 

3

.

CSR Timeout 

Processing

(

18

)

Timeout

Retry

Invalid

Retry

MaxTO 

= 

2

MaxErr 

= 

3

172

Transfer

(

18

)

1

2

3

MaxErr

?

101

Yes

2702

I’m sorry

, 

that is 

not a valid entry

.

2748

Please try again

.

Control 

Number

(

4

)

Other 

Support

(

7

)

PIN Menu

(

3

)

2703

I’m sorry

.  

Please check 

your information

, 

then 

call back and try again

.

2728

Thank you for using the 

Montana Access 

Interactive Voice 

Response system

.  

Good bye

.

End Call

[image: image6.wmf]Enter Control Number

  

Page 

4

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

MaxTO 

= 

3

MaxErr 

= 

3

151

2704

If you have a control number

, 

press 

1

.  

If you do not have a 

control number and need 

one

, 

press 

2

.

CSR Timeout 

Processing

(

18

)

CSR Error 

Processing

(

18

)

Invalid

Timeout

Retry

Retry

1

Transfer

(

18

)

2

CSR Timeout 

Processing

(

18

)

Timeout

Digits 

= 

7

CSR Error 

Processing

(

18

)

Invalid

Retry

Retry

152

2706

You entered 

. . .

Control number

(

as digits

)

2707

If this is correct

, 

press 

1

. 

To reenter

, 

press 

2

.

1

2

Ok

CSR Timeout 

Processing

(

18

)

Timeout

Retry

CSR Error 

Processing

(

18

)

Invalid

Retry

Enter 

Control

Enter 

Control

Enter 

PIN

(

5

)

Control 

Number

(

4

)

2705

Please enter your 

7

-

digit control 

number

.

[image: image7.wmf]Enter New PIN

  

Page 

5

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

Digits 

= 

4

CSR Error 

Processing

(

18

)

Invalid

Retry

Enter 

PIN

154

CSR Timeout 

Processing

(

18

)

Timeout

155

Digits 

= 

4

CSR Error 

Processing

(

18

)

Invalid

PIN Match

?

Timeout

CSR Timeout 

Processing

(

18

)

MaxErr

?

166

Transfer

(

18

)

Ok

No

No

Yes

Retry

Retry

Retry

Enter 

PIN

(

5

)

Update 

PIN DB

(

6

)

2709

Please reenter your 

4

-

digit PIN number

.

2708

Please enter your 

4

-

digit PIN number

.

2710

Your PIN numbers do 

not match

.  

Please 

reenter your 

4

-

digit 

PIN number

Yes

[image: image8.wmf]Update PIN DB

  

Page 

6

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

Update 

PIN DB

(

6

)

P

_

assign

_

update

_

PIN

156

Database 

Timeout

(

18

)

Timeout

Return Code

Database 

Error

(

18

)

< 

0

2712

The Control number you 

entered can not be found

.  

Please hold for a customer 

service representative

.

1

2812

To exit

, 

press 

1

.  

To 

hear other options

, 

press 

2

.

0

Timeout 

Processing

(

18

)

Invalid

Retry

Timeout

Retry

MaxErr

2728

Thank you for using the 

Montana Access 

Interactive Voice 

Response System

.  

Good Bye

.

1

Yes

End Call

Continue

(

7

)(

12

)

2

Call

P

_

assign

_

update

_

PIN

Input Buffers

:

(

Control Number

(

PIN Number

Return Code

0 

–

 Success

1 

–

 Control Number Not Found

2711

Your PIN number is 

now active

.

Transfer

(

18

)

[image: image9.wmf]Enter PAN

  

Page 

7

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

157

Error 

Processing

(

18

)

16 

digits

?

Ok

2706

You entered 

. . .

PAN number

2707

If this is correct

, 

press 

1

. 

To reenter

, 

press 

2

.

Ok

first 

6 

= 

507714

?

Timeout

Retry

Invalid

2715

The card is not valid

.  

If your card is 

lost

, 

stolen or damaged

, 

press 

1

.  

To 

reenter your card number

, 

press 

2

.

Transfer

(

18

)

MaxErr

Yes

1

2

Timeout 

Processing

(

18

)

Timeout

Error 

Processing

(

18

)

Invalid

Retry

Invalid

Retry

Retry

Enter 

PAN

Enter 

PAN

Ok

167

MaxTO

Transfer

(

18

)

171

Yes

Timeout 

Processing

(

18

)

Timeout

Retry

Error 

Processing

(

18

)

Invalid

Retry

MaxErr

2

Enter 

PAN

Ok

Transfer

(

18

)

Yes

158

1

Enter PAN

(

7

)

Card 

Inquiry

(

8

)

2714

Please enter the 

16

-

digit 

number

.

[image: image10.wmf]Card Inquiry

  

Page 

8

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

p

_

card

_

Inqury

Database 

Timeout

(

18

)

Timeout

Call p

_

card

_

Inquiry

Input Buffers

:

€

Card Number

Output Buffers

:

€

SNAP Balance

€

Cash Balance

Return Codes

0 

–

 Success

1 

–

 Not Found

2 

–

 Invalid Status

3 

–

 Card Inactive

4 

–

 Too Many PIN Tries

5 

–

 Alternative Person

159

Return Code

Database 

Error

(

18

)

< 

0

2717

The card was not 

found

.

2720

The card is not 

valid

.

2721

The card is not 

active

.

2722

The card has been locked 

due to 

3 

invalid PIN 

entries

.

2738

We are having difficulty 

processing your request

.

2718

Your transaction 

was successful

.

1

2

3

4

5

0

Transfer

(

18

)

Enter 

DOB

(

9

)

Play Card 

Balance

(

11

)

Card 

Inquiry

(

8

)

[image: image11.wmf]Enter DOB

  

Page 

9

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

Enter 

DOB

(

9

)

Timeout 

Processing

(

18

)

Timeout

Error 

Processing

(

18

)

8 

digits

?

Ok

Invalid

169

2706

You entered 

. . .

Date of Birth

(

as date

)

2707

If this is correct

, 

press 

1

. 

To reenter

, 

press 

2

.

Timeout 

Processing

(

18

)

Timeout

Retry

Error 

Processing

(

18

)

Invalid

Retry

2

163

1

Retry

Retry

Enter 

DOB

Enter 

DOB

Activate 

Card

(

10

)

2729

Please enter your birth date 

according to the following example

. 

If your birth date is February 

8

th 

1947

, 

please enter the date as 

02 08 

1947

.

[image: image12.wmf]Activate Card

  

Page 

10

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

p

_

activate

_

card

Database 

Timeout

(

18

)

Timeout

Call p

_

activate

_

card

Input Buffers

:

è

Card Number

è

DOB

Output Buffers

:

è

SNAP Balance

è

Cash Balance

Return Codes

0 

–

 Success

1 

–

 Card Not Found

2 

–

 DOB not matched

3 

–

 Invalid Status

164

Return Code

Database 

Error

(

18

)

< 

0

2733

Your card has not 

been activated

.

2733

Your card has not 

been activated

.

2733

Your card has not 

been activated

.

2732

Your card has 

been activated

.

1

2

3

0

Transfer

(

18

)

Play Card 

Balance

(

11

)

Activate 

Card

(

10

)

[image: image13.wmf]Play Card Balance

  

Page 

11

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

Play Card 

Balance

(

11

)

FS 

= 

Null

?

2725

Your SNAP food 

balance is 

...

SNAP Balance

$

161

Cash 

= 

Null

?

Cash 

= 

Null

?

Yes

Ok

2724

Your cash balance is

...

Cash Balance

$

162

160

2726

To repeat your balance

, 

press 

1

.  

For the main menu

, 

press 

2

.  

To speak to customer service

, 

press 

3

.

Timeout 

Processing

(

18

)

Error 

Processing

(

18

)

Card 

Balance

Ok

Timeout

Retry

Invalid

Retry

Yes

No

Yes

1

2

Main 

Menu

(

12

)

Card 

Balance

Transfer

(

18

)

3

2

1

2723

There is no available 

SNAP or cash 

balance

.  

For the main 

menu

, 

press 

1

.  

To 

speak to customer 

service

, 

press 

2

.

Main 

Menu

(

12

)

Error 

Processing

(

18

)

Invalid

Timeout 

Processing

(

18

)

Timeout

Retry

Retry

Transfer

(

18

)

[image: image14.wmf]Main Menu

  

Page 

12

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

Main 

Menu

(

12

)

170

2727

Please listen to the following options

.  

You can make 

your selection at any time

.

To hear your card balance

, 

press 

1

.

For your last 

10 

SNAP transactions

, 

press 

2

.

For your last 

10 

cash transactions

, 

press 

3

.

To report your card lost

, 

stolen or damaged

, 

press 

4

.

For the benefit availability schedule

, 

press 

5

.

To change your PIN

, 

press 

6

.

To speak to customer service

, 

press 

7

.

To exit

, 

press 

8

.

To repeat these options

, 

press 

9

.

Timeout 

Processing

(

18

)

Timeout

Error 

Processing

(

18

)

Invalid

Last 

10 

SNAP

(

13

)

Last 

10 

Cash

(

15

)

Benefit 

Date

(

17

)

Enter 

Control

(

4

)

Card 

Balance

(

11

)

Transfer

(

18

)

2728

Thank you for using the 

Montana Access 

Interactive Voice 

Response System

.  

Good Bye

.

End Call

1

2

4

3

5

6

7

Retry

Retry

Main 

Menu

Main 

Menu

9

8

Transfer

(

18

)

[image: image15.wmf]Last SNAP Transactions

  

Page 

13

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

Last 

10 

SNAP

(

13

)

p

_

last

_

10

_

txn

F

Database 

Timeout

(

18

)

Timeout

Call p

_

last

_

10

_

txn

Input Buffers

:

Ð

Card Number

Ð

F 

(

SNAPs

)

Output Buffers

:

Ð

Transaction String

Return Codes

0 

–

 Success

1 

–

 Card Not Found

2 

–

 No Transactions

173

Return Code

Database 

Error

(

18

)

< 

0

2717

The card was not 

found

.

0

1

2

Transfer

(

18

)

Trans String 

Ok

?

Yes

No

Play SNAP 

Trans

(

14

)

Account 

Not Active

2739

There has been no activity in the 

last 

90 

days

.  

To exit

, 

press 

1

. 

For 

the main menu

, 

press 

2

.  

To speak 

to customer service

, 

press 

3

.

CSR Timeout 

Processing

(

18

)

Timeout

Retry

CSR Error 

Processing

(

18

)

Invalid

Retry

2728

Thank you for using the Montana 

Access Interactive Voice 

Response System

.  

Good Bye

.

End Call

Transfer

(

18

)

1

3

Main 

Menu

(

12

)

2

[image: image16.wmf]Play SNAP Transactions

  

Page 

14

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

Play SNAP 

Trans

(

14

)

Trans Type

2790

A SNAP food 

purchase

, 

in the 

amount of

...

2791

A SNAP return

, 

in 

the amount of

...

2792

A SNAP void

, 

in 

the amount of

...

2793

A SNAP reversal

, 

in the amount of

...

2794

A SNAP benefit 

deposit

, 

in the 

amount of

...

2795

A SNAP debit 

adjustment

, 

in the 

amount of

...

2796

A SNAP credit 

adjustment

, 

in the 

amount of

...

2798

A SNAP benefit 

cancelation

, 

in the 

amount of

...

1

2

3

4

6

7

8

9

Amount

$

Date 

(

as Date

)

2742

was recorded on

...

Last 

Transaction

?

Main 

Menu

(

12

)

Yes

No

Transaction Types

1 

= 

Purchase

2 

= 

Return

3 

= 

Void

4 

= 

Reversal

6 

= 

Deposit

7 

= 

Debit Adjustment

8 

= 

Credit Adjustment

9 

= 

Cancel

2740

To repeat these transactions

, 

press 

1

.  

For the main menu

, 

press 

2

.  

To speak 

with customer service

, 

press 

3

.  

To 

exit

, 

press

, 

4

.

Timeout 

Processing

(

18

)

Timeout

Error 

Processing

(

18

)

Invalid

Repeat

Repeat

2728

Thank you for using the 

Montana Access 

Interactive Voice 

Response System

.  

Good Bye

.

End Call

Transfer

(

18

)

1

2

3

4

Retry

Retry

[image: image17.wmf]Last Cash Transactions

  

Page 

15

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

Last 

10 

Cash

(

15

)

p

_

last

_

10

_

txn

C

Database 

Timeout

(

18

)

Timeout

Call p

_

last

_

10

_

txn

Input Buffers

:

h

Card Number

h

C 

(

cash

)

Output Buffers

:

h

Transaction String

Return Codes

0 

–

 Success

1 

–

 Card Not Found

2 

–

 No Transactions

174

Return Code

Database 

Error

(

18

)

< 

0

2717

The card was not 

found

.

0

1

2

Transfer

(

18

)

Trans String 

Ok

?

Yes

No

Last 

10 

Cash

(

16

)

Account Not 

Active

(

13

)

[image: image18.wmf]Play Cash Transactions

  

Page 

16

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

Trans Type

2800

A cash purchase

, 

in the amount of

...

2801

A cash return

, 

in 

the amount of

...

2802

A cash void

, 

in the 

amount of

...

2803

A cash reversal

, 

in 

the amount of

...

2805

A cash deposit

, 

in 

the amount of

...

2806

A cash debit 

adjustment

, 

in the 

amount of

...

2807

A cash credit 

adjustment

, 

in the 

amount of

...

2813

A cash benefit 

cancelation

, 

in the 

amount of

...

1

2

3

4

5

6

7

8

9

2804

A cash withdrawal

, 

in the amount of

...

Last 

10 

Cash

(

16

)

Amount

$

Date 

(

as Date

)

2742

was recorded on

...

Last 

Transaction

?

Yes

No

Repeat

Transaction Types

1 

= 

Purchase

2 

= 

Return

3 

= 

Void

4 

= 

Reversal

5 

= 

Withdrawal

6 

= 

Deposit

7 

= 

Debit Adjustment

8 

= 

Credit Adjustment

9 

= 

Cancel

2740

To repeat these transactions

, 

press 

1

.

For the main menu

, 

press 

2

.

To speak with customer service

, 

press 

3

.

To exit

, 

press

, 

4

.

Timeout 

Processing

(

18

)

Timeout

Error 

Processing

(

18

)

Invalid

1

4

2

3

Retry

Retry

Main 

Menu

(

12

)

Repeat

2728

Thank you for using the 

Montana Access 

Interactive Voice 

Response System

.  

Good Bye

.

End Call

Transfer

(

18

)

[image: image19.wmf]Available Benefit Date

  

Page 

17

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

Benefit 

Date

(

17

)

168

2744

TANF cash is available on the first day of each month

.  

SNAP 

food benefits are issued during the following five days

, 

based on 

the last digit of your case number

:

Case numbers ending with a 

0 

or a 

1 

receive benefits on the 

second day of the month

.

Case numbers ending with a 

2 

or 

3 

receive benefits on the third

.

Case numbers ending with a 

4 

or 

5 

receive benefits on the fourth 

day

.

Case numbers ending with a 

6 

or 

7 

receive benefits on the fifth

.

And

, 

case numbers ending with an 

8 

or 

9 

receive benefits on the 

sixth day of the month

.

2749

To repeat this schedule

, 

press 

1

.

For the main menu

, 

press 

2

.  

To exit

, 

press 

3

.

Error 

Processing

(

18

)

Invalid

Timeout 

Processing

(

18

)

Timeout

Main 

Menu

(

12

)

Repeat

2728

Thank you for using the 

Montana Access 

Interactive Voice 

Response System

.  

Good Bye

.

End Call

1

2

3

Retry

Retry

Repeat

[image: image20.wmf]Exceptions 

/ 

Transfer

  

Page 

18

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

CSR Error 

Processing

(

18

)

Unless otherwise specified

: 

MaxErr 

= 

3

MaxTO 

= 

3

MaxErr

?

102

Retry

CSR Timeout 

Processing

(

18

)

MaxTO

?

103

Retry

Yes

No

No

Yes

Database 

Timeout

(

18

)

2713

The voice response 

database is temporarily 

not working

. 

Please call 

back later

.  

Thank you

.

310

End Call

Database 

Error

(

18

)

2738

We are having 

difficulty 

processing your 

request

.

311

Error 

Processing

(

18

)

MaxErr

?

304

Retry

Yes

No

End Call

2728

Thank you for using the 

Montana Access 

Interactive Voice 

Response System

.  

Good Bye

.

Timeout 

Processing

(

18

)

MaxTO

?

304

Retry

Yes

No

End Call

2728

Thank you for using the 

Montana Access 

Interactive Voice 

Response System

.  

Good Bye

.

2702

I’m sorry

, 

that is 

not a valid entry

.

2748

Please try again

.

2702

I’m sorry

, 

that is 

not a valid entry

.

2748

Please try again

.

Transfer

(

18

)

300

303

2735

Please hold while we 

transfer your call to a 

customer service 

representative

.

CustSvc

End Call

Transfer

(

18

)

Transfer

(

18

)

[image: image21.wmf]Key

  

Page 

19

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

Go To

On Page Reference from and to

.

Go To

1234

Recorded 

message text

,

Recorded 

Message ID

 and Message text of information played to caller

.

Decision

Decision Point

.  

Choice dictates path

.

Predefined 

Process

(

page number

)

Predefined Process

.  

Go to 

(

page

) 

or double click for details

.

procedure

Call to database stored procedure

.

1234

Recording of instructions 

for entering data

.

Recorded 

Message ID

 and message containing instructions for data input

.

1234

Recording of menu 

choices

, 

e

.

g

. 

For A

, 

press 

1

, 

For B

, 

press 

2

.

Recoded 

Message ID

 and message text containing menu choices

.

Off Page

(

page

)

Off Page 

(

page

)

Off

-

page reverence

, 

outgoing and incoming

.  

Go to 

(

page

) 

or double click

.

Set Data 

Value

Sets a data value

.

CustSvc

Off System Transfer and Destination

.

100

Reporting Point

Value

(

type

)

Dynamic Value

, 

spoken by 

(

type

) 

e

.

g

. 

digits

, 

monetary

, 

date

, 

etc

. 

End Call

Call Flow End

Start

Call Flow Start

[image: image22.wmf]Change Control

  

Page 

20

 of 

20

State of Montana EBT Member V

1

.

3

Black Box Network Services

1

. 

Correct reversal of pages 

3 

& 

4

.

2

. 

Remove “Override Hours” from pages 

2

, 

3

, 

7 

& 

12

.

3

. 

Correct spelling stored procedure names on pages 

6 

& 

8

.

12

/

16

/

2009

V

1

.

3

REGunn

Change

Date

Version

Author

Original document

11

/

4

/

2009

V

1

.

0

REGunn

1

. 

Added Change Control

.

2

. 

Remove holiday and business hours check

, 

as now done in ACD

3

. 

Delete Transfer Page

. 

Move transfer flow onto Exceptions page and rename

.

4

. 

Correct message number 

2717 

Page 

8

.

5

. 

Add new message 

2731

, 

for RC 

5

, 

Page 

8

.

6

. 

Correct message number in confirmation menu on page 

9

.

7

. 

Correct spelling

; 

message 

2739

, 

page 

13

.

8

. 

Remove “

5 

= 

Withdrawal”

, 

from possible transactions types

, 

page 

14

.

11

/

16

/

2009

V

1

.

1

REGunn

Incorporate Randy’s Changes

1

. 

Add menu options on page 

11

, 

13

12

/

9

/

2009

V

1

.

2

REGunn


6.3
EBT Retail Call Flow
[image: image23.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Start EBT Retail

Page 

1

 of 

13

Start 

Retail

200

DB Available

?

Enter 

& 

Validate FNS

(

2

)

Enter 

& 

Validate PAN

(

3

)

Retail Menu

(

4

) 

1

Yes

No

Voice 

Authorize 

Purchase

(

5

)

Voice 

Authorize 

Void

(

8

)

Purchase

Void

Check Next 

Look

-

up

(

11

)

Next PAN

Database 

Timeout

(

10

)

2750

Welcome to the Montana Access retailer voucher approval line

.  

If you are a 

Montana merchant and need voucher approval

, 

press 

1 

now

.  

If you need 

assistance

, 

or to order materials

, 

press 

2

.  

If you are not a Montana 

merchant

, 

please be aware that obtaining an approval number for a voucher 

is not a guarantee of payment

.  

We urge you to contact your processor to 

ensure that they can clear the voucher for payment

.  

If you are a cardholder 

in need of assistance

, 

please redial

, 

toll free

, 

1

-

866

-

850

-

1556

.  

To continue

, 

press 

1

.  

If you need assistance or

, 

to order materials

, 

press 

2

.

Transfer

(

11

)

2

Timeout

(

10

)

Timeout

Retry

Invalid Entry

(

10

)

Invalid

Retry


[image: image24.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Enter 

& 

Validate FNS

Page 

2

 of 

13

Enter 

FNS

Transfer

(

11

)

Timeout

5 

Seconds

7 

Digits

2702

I’m sorry

.  

That is 

not a valid entry

.

3

rd

 Try

?

2748

Please try 

again

203

No

Yes

f

_

lookup

_

FNS

No Response

204

Return Code

Continue

(

3

)

True or 

0

Database 

Error

(

10

)

<

0

2702

I’m sorry

.  

That is 

not a valid entry

.

3

rd

 try

?

False or 

1

No

Yes

Database 

Timeout

(

10

)

2751

Please enter your 

7

-

digit FNS number

.

2706

You entered 

. . .

FNS number

2707

If this is correct

, 

press 

1

. 

To reenter

, 

press 

2

.

Retry 

FNS

2

FNS Error

(

11

)

1

Retry 

FNS

3

rd

 Try

?

Yes

FNS Error

(

11

)

3

rd

 Try

?

2748

Please try 

again

No

2702

I’m sorry

.  

That is 

not a valid entry

.

Invalid

Yes

No

3

rd

 Try

?

Timeout

No

Yes

Call f

_

lookup

_

FNS

Input Buffers

:

FNS

#

Output Buffers

:

Retailer Code

Return Codes

:

0 

= 

Ok

1 

= 

Not Found

[image: image25.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Enter 

& 

Validate PAN

Page 

3

 of 

13

Enter 

PAN

205

16 

digits 

& 

first 

6 

= 

507714

?

Timeout

5 

seconds

No

Retry

206

Note

:

PAN numbers are 

16 

digits long

, 

and 

all start with 

507714

.

Timeout

(

10

)

Invalid Entry

(

10

)

Retry 

PAN

2706

You entered 

. . .

PAN number

2707

If this is correct

, 

press 

1

. 

To reenter

, 

press 

2

.

Timeout

5 

seconds

Retry

Timeout

(

10

)

Continue

(

4

)

Retry 

PAN

1

2

Invalid

Invalid Entry

(

10

)

Retry

Retry

2714

Please enter the 

16

-

digit 

card number

.

Retry 

PAN

[image: image26.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Retail Menu

Page 

4

 of 

13

Retail 

Menu

208

2759

To complete a purchase

, 

press 

1

.

To complete a return

, 

press 

2

.

To complete a void

, 

press 

3

.

To speak to customer service

, 

press 

4

.

To repeat these options

, 

press 

5

.

Set Trans 

Type 

= 

P

Set Trans 

Type 

= 

R

Set Trans 

Type 

= 

V

Retail

Menu

Retail

Menu

Timeout

(

10

)

Invalid Entry

(

10

)

1

2

3

5

Timeout

Retry

Invalid

Retry

Purchase

(

5

)

209

Note

:

CFP 

209 

will collect the 

Trans Type Codes

, 

P

, 

R 

or V to indicate that the 

transaction type was 

either a purchase

, 

return or void

.

Void

(

8

)

Yes

No

209

Transfer

(

11

)

4

[image: image27.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Purchase 

-

 

Transaction Amount

Page 

5

 of 

13

Enter 

Trans 

Amount

Timeout

# 

Digits

?

Invalid Entry

(

10

)

Max Amt

?

211

Invalid

Retry

Retry

Valid

Invalid

Timeout

(

10

)

2706

You entered 

. . .

$ 

Trans Amount

2707

If this is correct

, 

press 

1

. 

To reenter

, 

press 

2

.

Timeout

Enter 

Voucher 

# 

(

6

)

1

2

Invalid

Retry

Retry

Enter 

Amount

Enter 

Amount

Note

:

Max Transaction 

Amount is limited to a 

purchase of 

$

500 

and a return of 

$

200

.

3

rd

 try

?

Yes

No

212

Timeout

(

10

)

Invalid Entry

(

10

)

2760

Enter the exact amount of the transaction

, 

in 

dollars and cents

, 

followed by the pound 

sign

.  

For example

, 

if the purchase amount 

is ten dollars and one cent

, 

you would enter 

one

, 

zero

, 

zero

, 

one

, 

and pound

.

Disconnect

(

11

)

210

[image: image28.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Purchase 

-

 

Voucher Number

Page 

6

 of 

13

214

Enter 

Voucher 

Number

# 

Digits

?

Invalid

Timeout

(

10

)

Invalid Entry

(

10

)

Timeout

Retry

Note

:

The Voucher number 

is an all numeric 

number that is 

6 

to 

10 

digits in length

.  

The 

number is left justified

.

2764

The voucher 

number you 

entered is

...

Voucher Number

2707

If this is correct

, 

press 

1

. 

To reenter

, 

press 

2

.

Timeout

1

2

Invalid

Retry

Retry

Enter 

Voucher

Enter 

Voucher

3

rd

 try

?

Yes

No

p

_

voice

_

auth

No Response

Return 

>

= 

0

Database 

Error

(

10

)

No

216

Call p

_

voice

_

auth

Input Buffers

:

FNS

PAN

#

Trans Type

Trans Amount

Voucher

#

Output Buffers

:

Approval 

#

Return Codes

:

1 

= 

No Card Found

2 

= 

Invalid Card Status

3 

= 

PIN tries exceeded

4 

= 

Insufficient benefits

5 

= 

Orig Purchase Not Found

6 

= 

Return 

> 

Original Amount

7 

= 

PIN Not Selected

Optional Data if Return 

= 

4

:

Remaining Amount

Voice 

Auth 

(

7

)

Invalid Entry

(

10

)

Timeout

(

10

)

Retry

Database 

Timeout

(

10

)

2763

Enter the red voucher number

, 

printed on the upper right hand 

corner

, 

followed by the pound key

.

Disconnect

(

11

)

[image: image29.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Purchase 

-

 

Voice Authorization

Page 

7

 of 

13

2767

Your request has been processed

.  

2772

Please record the approval number on 

the upper right hand corner of the 

Offline Food Stamp Voucher

. 

Your 

approval number is

...

Approval Number

2774

To repeat your approval number

, 

press 

1

.

To complete another transaction

, 

press 

2

.

To exit

, 

press 

3

.

217

2717

The card was not found

.

Return Code

2721

The card is not active

.

2722

The card has been locked due to 

3 

invalid PIN entries

.

2771

The amount requested exceeds 

the balance in the account

.  

The 

current balance is

....

Remaining 

Amount

$

2808

The original purchase was 

not found

, 

you may want to 

ask the cardholder for a 

receipt

.

2809

The return amount is 

greater than the original 

purchase

.

2810

The transaction cannot be 

completed until the 

cardholder selects a PIN

.

Voice 

Auth

1

2

3

4

5

6

7

0

Repeat 

Approval

Repeat 

Approval

2776

Thank you for calling the 

Montana Access voucher 

approval line

.

End Call

1

2

3

Invalid

Invalid 

Entry

(

10

)

Retry

Timeout

Timeout

(

10

)

Repeat 

Approval

Check Next 

Look

-

up

(

11

)

Note

:

CPF 

217 

will collect the 

Approval Number for 

verification

.

Retry

Transaction 

Exception

(

10

)

[image: image30.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Void 

-

 

Approval Number

Page 

8

 of 

13

Void 

221

Digits 

= 

6

?

Timeout

(

10

)

Invalid 

Entry

(

10

)

Approval Number

2707

If this is correct

, 

press 

1

. 

To reenter

, 

press 

2

.

219

Invalid 

Entry

(

10

)

Timeout

(

10

)

Auth 

Void 

(

9

)

Retry 

Number

Retry 

Number

Timeout

Retry

Invalid

Retry

Ok

Invalid

Retry

Retry

Timeout

1

2

The Authorization 

number is a 

6

-

digit 

numeric value

.

p

_

voice

_

auth

_

void

No Response

Return 

>

= 

0

Database 

Error

(

10

)

No

222

Ok

Database 

Timeout

(

10

)

Call p

_

voice

_

auth

_

void

Input Buffers

:

FNS

PAN

#

Approval 

#

Output Buffers

:

Return Codes

:

1 

= 

No Card Found

2 

= 

Invalid Card Status

3 

= 

Approval Number Not Found

4 

= 

Orig Purchase NE FNS ID

2706

You entered 

. . .

2777

Please enter the six

-

digit approval number 

recorded on the upper right

-

hand area of 

your voucher

.

[image: image31.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Void 

-

 

Voice Autorization

Page 

9

 of 

13

Auth 

Void

2717

The card was not found

.

Return Code

2721

The card is not active

.

2783

The approval number was not found

.

1

2

3

2811

The entry does not match the original FNS 

number

, 

card number

, 

or approval 

number

.

4

0

Check Next 

Look

-

up

(

11

)

2780

The original 

transaction has 

been voided

.

Transaction 

Exception

(

10

)

[image: image32.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Exception Processing

Page 

10

 of 

13

3

rd

 try

?

Timeout

Retry

271

Yes

No

End Call

3

rd

 try

?

Invalid

Entry

Retry

270

Yes

No

End Call

2702

I’m sorry

, 

that is 

not a valid entry

.

2748

Please try again

.

End Call

250

Database 

Timeout

Database 

Error

272

Transfer

(

11

)

2728

Thank you for using 

the Montana Access 

Interactive Voice 

Response system

.  

Good bye

.

2738

We are having 

difficulty processing 

your request

.

2713

The voice response database is 

temporarily not working

. 

Please 

call back later

.  

Thank you

.

2728

Thank you for using 

the Montana Access 

Interactive Voice 

Response system

.  

Good bye

.

2814

To retry

, 

or to process 

another voucher

, 

press 

1

.

To speak to customer 

service

, 

press 

2

.

Transfer

(

11

)

2

Check Next 

Look

-

up

(

11

)

Invalid 

Entry

(

10

)

Invalid

Timeout

(

10

)

Retry

Timeout

Retry

1

Transaction 

Exception

[image: image33.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Termination Points

Page 

11

 of 

13

Transfer

End Call

2735

Please Hold while we 

transfer your call to a 

customer service 

representative

.

< 

X lookups

220

End Call

No

Next 

PAN

(

3

)

Yes

218

Check 

Next 

Look

-

up

2773

You have reached the 

maximum number of 

transactions allowed per call

.  

To complete additional 

transactions

, 

please redial 

this number toll tree

, 

1

-

866

-

850

-

1563

.

CustSvc

End Call

202

Any key

Timeout

FNS 

Error

2753

Please locate your FNS retailer authorization number

, 

provided by the USDA Food 

& 

Nutrition Services office

.  

If 

you need assistance

, 

please press 

1 

to speak to a 

customer service representative

.  

Otherwise

...

2728

Thank you for using the Montana Access Interactive Voice 

Response System

. 

Good Bye

.

Transfer

(

11

)

270

End Call

2728

Thank you for using 

the Montana Access 

Interactive Voice 

Response system

.  

Good bye

.

Disconnect

[image: image34.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Key

Page 

12

 of 

13

Go To

On Page Reference from and to

.

Go To

1234

Recorded 

message text

,

Recorded 

Message ID

 and Message text of information played to caller

.

Decision

Decision Point

.  

Choice dictates path

.

procedure

Call to database stored procedure

.

1234

Recording of instructions 

for entering data

.

Recorded 

Message ID

 and message containing instructions for data input

.

1234

Recording of menu 

choices

, 

e

.

g

. 

For A

, 

press 

1

, 

For B

, 

press 

2

.

Recoded 

Message ID

 and message text containing menu choices

.

Off Page

(

page

)

Off Page 

(

page

)

Off

-

page reverence

, 

outgoing and incoming

.  

Go to 

(

page

) 

or double click

.

Set Data 

Value

Sets a data value

.

CustSvc

Off System Transfer and Destination

.

100

Reporting Point

Value

(

type

)

Dynamic Value

, 

spoken by 

(

type

) 

e

.

g

. 

digits

, 

monetary

, 

date

, 

etc

. 

End Call

Call Flow End

Start

Call Flow Start

Predefined 

Process

(

page number

)

Predefined Process

.  

Go to 

(

page

) 

or double click for details

.

[image: image35.wmf]State of Montana EBT Retail Call Flow V

1

.

3

Black Box Network Services

Change Control

Page 

13

 of 

13

Change

Date

Version

Author

Original document

11

/

4

/

2009

V

1

.

0

REGunn

1

) 

Add Change Control page

2

) 

Remove holiday and business hours check

.

11

/

12

/

2009

V

1

.

1

REGunn

Add Randy’s changes

.

Page 

1

. 

Add menu functions to Greeting

.

Page 

2

. 

Add FNS Confirmation

.  

Move Error Exception to Termination Points page

.

Page 

3

. 

Correct Reporting Point

.

Page 

4

. 

Add CSR option to menu

.

Page 

5

. 

Correct Reporting Point

. 

Add reporting point 

210

.

Page 

7

. 

Route Return Code 

1 

–

 

7 

to Transaction Exception 

(

11

). 

Change Continue 

(

11

) 

to Check Next Look

-

up 

(

11

).

Page 

9

. 

Add continue or CSR menu for “void” exceptions

. 

Move Transaction 

Exception routing to page 

10

. 

Change Continue 

(

11

) 

to Check Next Look

-

up 

(

11

).

Page 

10

. 

Add Transaction Exception

.  

Move Disconnect to page 

11

.

Page 

11

. 

Add FNS Error handling

.  

Move Disconnect from Page 

10

.

12

/

14

/

2009

V

1

.

2

REGunn

Page 

10

. 

Correct spelling in message 

2713

12

/

16

/

2009

V

1

.

3

REGunn


Appendix A – Application Scripts

Please note that these are only the preliminary versions of the voice scripts. The State of Montana will be responsible for the final version of all voice recordings and voice scripts.

New block of segment IDs is 2700 through 2917. 
A.1 English Voice Segments

	Message Number
	Member
	Retail
	Text

	2700
	x
	
	Welcome to the Montana Access customer service help line.  Your call will be served by an interactive voice response system, with the opportunity to reach a “live” customer service representative.

	2701
	x
	
	To change your PIN or select a new PIN, press 1.  
To report a lost, stolen or damaged card, press 2.  
For other support, press 3.

	2702
	x
	x
	I’m sorry, that is not a valid entry.

	2703
	x
	
	I’m sorry.  Please check your information, then call back and try again.

	2704
	x
	
	If you have a control number, press 1.  
If you do not have a control number and need one, press 2.

	2705
	x
	
	Please enter your 7-digit control number.

	2706
	x
	x
	You entered . . .

	2707
	x
	x
	If this is correct, press 1.  
To reenter, press 2.

	2708
	x
	
	Please enter your 4-digit PIN number.

	2709
	x
	
	Please reenter your 4-digit PIN number.

	2710
	x
	
	Your PIN numbers do not match.  Please reenter your 4-digit PIN number.

	2711
	x
	
	Your PIN number is now active.

	2712
	x
	
	The Control number you entered can not be found.  Please hold for a customer server representative.

	2713
	x
	x
	The voice response database is temporarily not working. Please call back later.  Thank you.

	2714
	x
	x
	Please enter the 16-digit card number.

	2715
	x
	
	The card is not valid.
If your card is lost, stolen or damaged, press 1.  
To reenter your card number, press 2.

	2717
	x
	x
	The card was not found.

	2718
	x
	
	Your transaction was successful.

	2720
	x
	
	The card is not valid.

	2721
	x
	x
	The card is not active.

	2722
	x
	x
	The card has been locked due to 3 invalid PIN entries.

	2723
	x
	
	There is no available SNAP or cash balance.
For the main menu, press 1.
To speak to customer service, press 2.

	2724
	x
	
	Your cash balance is...

	2725
	x
	
	Your SNAP food balance is...

	2726
	x
	
	To repeat your balance, press 1. 
For the main menu, press 2.
To speak to customer service, press 3.

	2727
	x
	
	Please listen to the following options.  You can make your selection at any time.  
To hear your card balance, press 1.  
For your last 10 SNAP transactions, press 2.  
For your last 10 cash transactions, press 3.  
To report your card lost, stolen or damaged, press 4.  
For the benefit availability schedule, press 5.  
To change your PIN, press 6.  
To speak to customer service, press 7.  
To exit, press 8.  
To repeat these options, press 9.

	2728
	x
	x
	Thank you for using the Montana Access Interactive Voice Response System.  Good Bye.

	2729
	x
	
	Please enter your birth date according to the following example.  If your birth date is February 8th 1947, please enter the date as 02 08 1947.

	2732
	x
	
	Your card has been activated.

	2733
	x
	
	Your card has not been activated.

	2735
	x
	x
	Please hold while we transfer your call to a customer service representative.

	2738
	x
	x
	We are having difficulty processing your request.

	2739
	x
	
	There has been no activity in the last 90 days.  
To exit, press 1.
For the main menu, press 2.
To speak to customer service, press 3.

	2740
	x
	
	To repeat these transactions, press 1.
For the main menu, press 2.
To speak with customer service, press 3.
To exit, press 4.

	2742
	x
	
	was recorded on...

	2744
	x
	
	TANF cash is available on the first day of each month.  SNAP food benefits are issued during the following five days, based on the last digit of your case number:
Case numbers ending with a 0 or a 1 receive benefits on the second day of the month.
Case numbers ending with a 2 or 3 receive benefits on the third.
Case numbers ending with a 4 or 5 receive benefits on the fourth day.
Case numbers ending with a 6 or 7 receive benefits on the fifth.
And, case numbers ending with an 8 or 9 receive benefits on the sixth day of the month.

	2747
	x
	
	If you are calling from a touchtone phone, press 1.  
If you do not have a touchtone phone or are using TDD equipment, please stay on the line.

	2748
	x
	x
	Please try again.

	2749
	x
	
	To repeat this schedule, press 1.
For the main menu, press 2.  
To exit, press 3.

	2750
	
	x
	Welcome to the Montana Access retailer voucher approval line.
If you are a Montana merchant and need voucher approval, press 1 now.
If you need assistance, or to order materials, press 2.
If you are not a Montana merchant, please be aware that obtaining an approval number for a voucher is not a guarantee of payment.  We urge you to contact your processor to ensure that they can clear the voucher for payment.
If you are a cardholder in need of assistance, please redial, toll free, 1-866-850-1556.
To continue, press 1.
If you need assistance or, to order materials, press 2.

	2751
	
	x
	Please enter your 7-digit FNS number.

	2753
	
	x
	Please locate your FNS retailer authorization number, provided by the USDA Food & Nutrition Services office.  If you need assistance, please press 1 to speak to a customer service representative.  Otherwise...

	2759
	
	x
	To complete a purchase, press 1.
To complete a return, press 2.
To complete a void, press 3.
To speak to customer service, press 4.
To repeat these options, press 5.

	2760
	
	x
	Enter the exact amount of the transaction, in dollars and cents, followed by the pound sign.  For example, if the purchase amount is ten dollars and one cent, you should enter one, zero, zero, one, and pound.

	2763
	
	x
	Enter the red voucher number, printed on the upper right hand corner, followed by the pound key.

	2764
	
	x
	The voucher number you entered is...

	2767
	
	x
	Your request has been processed.

	2771
	
	x
	The amount requested exceeds the balance in the account.  The current balance is....

	2772
	
	x
	Please record the approval number on the upper right hand corner of the voucher. Your approval number is...

	2773
	
	x
	You have reached the maximum number of transactions allowed per call.  To complete additional transactions, please redial this number toll tree, 1-866-850-1563.

	2774
	
	x
	To repeat your approval number, press 1.
To complete another transaction, press 2.
To exit, press 3.

	2776
	
	x
	Thank you for calling the Montana Access voucher approval line.

	2777
	
	x
	Please enter the 6-digit approval number recorded on the upper right-hand area of your voucher.

	2780
	
	x
	The original transaction has been voided.

	2783
	
	x
	The approval number was not found.

	2790
	x
	
	A SNAP food purchase, in the amount of...

	2791
	x
	
	A SNAP return, in the amount of...

	2792
	x
	
	A SNAP void, in the amount of...

	2793
	x
	
	A SNAP reversal, in the amount of...

	2794
	x
	
	A SNAP benefit deposit, in the amount of...

	2795
	x
	
	A SNAP debit adjustment, in the amount of...

	2796
	x
	
	A SNAP credit adjustment, in the amount of...

	2798
	x
	
	A SNAP benefit cancelation, in the amount of...

	2800
	x
	
	A cash purchase, in the amount of...

	2801
	x
	
	A cash return, in the amount of...

	2802
	x
	
	A cash void, in the amount of...

	2803
	x
	
	A cash reversal, in the amount of...

	2804
	x
	
	A cash withdrawal, in the amount of...

	2805
	x
	
	A cash deposit, in the amount of...

	2806
	x
	
	A cash debit adjustment, in the amount of...

	2807
	x
	
	A cash credit adjustment, in the amount of...

	2808
	
	x
	The original purchase was not found, you may want to ask the cardholder for a receipt.

	2809
	
	x
	The return amount is greater than the original purchase.

	2810
	
	x
	The transaction cannot be completed until the cardholder selects a PIN.

	2811
	
	x
	The entry does not match the original FNS number, card number, or approval number.

	2812
	x
	
	To exit, press 1.  
To hear other options, press 2.

	2813
	x
	
	A cash benefit cancelation, in the amount of...

	2814
	
	x
	To retry, or to process another voucher, press 1.
To speak to customer service, press 2.


Appendix B – Database Specification
Note: The following Database definitions and Stored Procedure descriptions were provided by The State of Montana.  It is the responsibility of The State of Montana to maintain this data.
Identified Procedures and Functions

Procedures

· p_card_inquiry - validates the card number and returns the available balances.

· p_activate_card – activates or reactivates a valid card.

· p_assign_update_pin – assigns or updates a PIN associated with a valid card.

· p_last_10_txn – returns up to the last 10 food stamp or cash transactions associated with a valid card.

· p_voice_auth_void – allows a retailer to void a previous transaction.

· p_voice_auth – authorizes a retailer to complete purchase or return.

· p_lookup_fns – authorizes a retailer’s FNS number.

P_CARD_INQUIRY
    (
    i_crd_no             IN ebt_cards.crd_no%TYPE,
    o_FS_balance         OUT ebt_benefits.rem_amt%TYPE,
    o_cash_balance       OUT ebt_benefits.rem_amt%TYPE,
    o_return_cd          OUT NUMBER
    )

Return code 0 = success; found the data
return code 1 = card # is invalid
return code 2 = card is inactive

P_ACTIVATE_CARD
    (
    i_crd_no             IN  ebt_cards.crd_no%TYPE,
    i_brth_dt            IN  VARCHAR2,
    o_FS_balance         OUT ebt_benefits.rem_amt%TYPE,
    o_cash_balance       OUT ebt_benefits.rem_amt%TYPE,
    o_return_cd          OUT NUMBER
    )

return_cd = 0
success

return_cd = 1  invalid card number

return_cd = 2
invalid birth date
return_cd = 3  invalid card status

P_ASSIGN_UPDATE_PIN
    (
    i_ctl_no             IN  ebt_cards.ctl_no%TYPE,
    i_PIN_no             IN  NUMBER,
    o_return_cd          OUT NUMBER
    )
return_cd = 0
success

return_cd = 1  card number not found

P_LAST_10_TXN
    (
    i_crd_no             IN  ebt_cards.crd_no%TYPE,
    i_txn_typ            IN  VARCHAR2,
    o_txn_string         OUT VARCHAR2,
    o_return_cd          OUT NUMBER
    )

return_cd = 0
success

return_cd = 1  card number not found

txn_string will be up to 200 chars in length and to be divided into up to 10, 20 char substrings, where each substring represents one transaction.  Each transaction substring will be formatted as follows:

Tran type
 1 char (page 16 of Member Call Flow / page 25 of this doc)
Amount

 11 digits (with an assumed decimal point between 9 & 10)

Return date
 MMDDYYYY

__________________________________________________________________________________
P_VOICE_AUTH_VOID
    (
     i_FNS_id       IN ebt_fns_retailers.store_id_fns%TYPE,
     i_PAN_no       IN ebt_cards.crd_no%TYPE,
     i_approval_no  IN ebt_holds.approval_no%TYPE,
     o_return_cd    OUT NUMBER
    )
return_cd = 0
success

return_cd = 1  invalid card number

return_cd = 2
card is not active

return_cd = 3  approval (auth) number not found
return_cd = 4
unmatched voucher
__________________________________________________________________________________

P_VOICE_AUTH
    (
     i_FNS_id       IN ebt_fns_retailers.store_id_fns%TYPE,
     i_PAN_no       IN ebt_cards.crd_no%TYPE,
     i_txn_typ      IN VARCHAR2,
     i_txn_amt      IN NUMBER,
     i_vou_no       IN ebt_transactions.vou_no%TYPE,
     o_approval_no  OUT ebt_holds.approval_no%TYPE,
     o_return_cd    OUT NUMBER,
     o_rem_amt      OUT ebt_benefits.rem_amt%TYPE
    )

return_cd = 0
success

return_cd = 1  invalid card number

return_cd = 2
card is not active

return_cd = 3  PIN attempts have been exceeded

return_cd = 4  insufficient benefits

return_cd = 5  exceeds benefit

return_cd = 6  

return_cd = 7  PIN has not been set

F_LOOKUP_FNS
    (
     i_FNS_id IN VARCHAR2
    )
    RETURN NUMBER

return_cd = 0


return_cd = 1  FNS authorized

Appendix C – Reports
All reports will be comma delimited flat files.  They will be produced daily, with the date encoded into the file name.  E.G. EBT-MPSx-YYYYMMDD.csv, where YYYYMMDD is the date when the records were written, and x is the MPS component number
The current DNIS Router Report will be revised to recognize the 2 new EBT CDN’s.

A new DNIS Router Menu Report will be created to capture the Default Menu usage.
• Column 1: Date 

• Column 2: Application name "DNIS Router" 

• Column 3: Which MPS server processed the call 

• Column 4: Port 

• Column 5: Call ID 

• Column 6: Start Time (hhmmss)

• Column 7: End Time (hhmmss)

• Column 8: Call Duration (in seconds)

• Column 9: Menu selection (codes 1-4)

• Column 10: English Description of Menu selection 

              (1: EBT-Client, 2: EBT-Retail, 3: CSED, 4: DOR 5: UID)
A new flat file report will be produced from this EBT application.   The report files for the EBT application will be located in C:\PeriProAppData\EbtApps\reports.
• Column 1: Date 

• Column 2: Application name "EBT Client" or “EBT Retail”

• Column 3: Which MPS server processed the call 

• Column 4: Port 

• Column 5: Call ID 

• Column 6: Start Time (hhmmss)

• Column 7: End Time (hhmmss)

• Column 8: Duration (in seconds)

• Column 9: Call Flow Point

• Column 10: Data

* There are 61 call flow points in the existing application.  Unless, Dept of Health is willing to revise this list, the EBT reports need to capture all of them.

Appendix D – Configuration File Information

All Configuration Data is stored in C:\PeriProAppData\EbtApps
In this directory there are 3 subdirectories config, logs, and reports

The config directory contains 2 files

· TestData.cfg – This file is used to test the application without the database, a complete set of result data can be entered in the file, and the application will use this data, rather then the database.

· EbtApps.cfg – This is the main config file for the EBT application, the file contains a full set of comments, which describe each of the parameters that can be set.  Please refer to this file for further details on how it works.

The logs directory contains the log file that the application produces, the level of logging that is written to this file, is controlled by the LogLevel parameter in the EbrApps.cfg file.  This log file is mainly used for debugging purposes.

The reports directory contains the IVR call reports (described in Appendix C).
Appendix E – Attachments
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Void 


221


Digits = 6?


Timeout
(10)


Invalid 
Entry
(10)


Approval Number


2707
If this is correct, press 1. 
To reenter, press 2.


219


Invalid 
Entry
(10)


Timeout
(10)


Auth 
Void (9)


Retry 
Number


Retry 
Number


Timeout


Retry


Invalid


Retry


Ok


Invalid


Retry Retry


Timeout


1 2


The Authorization 
number is a 6-digit 
numeric value.


p_voice_auth_void
No Response


Return >= 0


Database 
Error
(10)


No


222


Ok


Database 
Timeout


(10)


Call p_voice_auth_void


Input Buffers:
FNS
PAN#
Approval #


Output Buffers:
Return Codes:
1 = No Card Found
2 = Invalid Card Status
3 = Approval Number Not Found
4 = Orig Purchase NE FNS ID


2706
You entered . . .


2777
Please enter the six-digit approval number 
recorded on the upper right-hand area of 
your voucher.
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Void - Voice Autorization
Page 9 of 13


Auth 
Void


2717
The card was not found.Return Code


2721
The card is not active.


2783
The approval number was not found.


1


2


3


2811
The entry does not match the original FNS 
number, card number, or approval 
number.


4


0


Check Next 
Look-up


(11)


2780
The original 
transaction has 
been voided.


Transaction 
Exception


(10)
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Exception Processing
Page 10 of 13


3rd try?


Timeout


Retry


271


Yes


No


End Call


3rd try?


Invalid
Entry


Retry


270


Yes


No


End Call


2702
I’m sorry, that is 
not a valid entry.


2748
Please try again.


End Call


250


Database 
Timeout


Database 
Error


272


Transfer
(11)


2728
Thank you for using 
the Montana Access 
Interactive Voice 
Response system.  
Good bye.


2738
We are having 
difficulty processing 
your request.


2713
The voice response database is 
temporarily no working. Please 
call back later.  Thank you.


2728
Thank you for using 
the Montana Access 
Interactive Voice 
Response system.  
Good bye.


2814
To retry, or to process 
another voucher, press 1.
To speak to customer 
service, press 2.


Transfer
(11)


2


Check Next 
Look-up


(11)


Invalid 
Entry
(10)


Invalid


Timeout
(10)Retry


Timeout


Retry


1


Transaction 
Exception
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Termination Points
Page 11 of 13


Transfer


End Call


2735
Please Hold while we 
transfer your call to a 
customer service 
representative.


< X lookups


220


End Call


No


Next 
PAN
(3)


Yes


218


Check 
Next 


Look-up


2773
You have reached the 
maximum number of 
transactions allowed per call.  
To complete additional 
transactions, please redial 
this number toll tree, 1-866-
850-1563.


CustSvc


End Call


202


Any key Timeout


FNS 
Error


2753
Please locate your FNS retailer authorization number, 
provided by the USDA Food & Nutrition Services office.  If 
you need assistance, please press 1 to speak to a 
customer service representative.  Otherwise...


2728
Thank you for using the Montana Access Interactive Voice 
Response System. Good Bye.


Transfer
(11)


270


End Call


2728
Thank you for using 
the Montana Access 
Interactive Voice 
Response system.  
Good bye.


Disconnect
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Key
Page 12 of 13


Go To On Page Reference from and to.Go To


1234
Recorded 
message text,


Recorded Message ID and Message text of information played to caller.


Decision Decision Point.  Choice dictates path.


procedure
Call to database stored procedure.


1234
Recording of instructions 
for entering data.


Recorded Message ID and message containing instructions for data input.


1234
Recording of menu 
choices, e.g. For A, 
press 1, For B, press 2.


Recoded Message ID and message text containing menu choices.


Off Page
(page)


Off Page 
(page) Off-page reverence, outgoing and incoming.  Go to (page) or double click.


Set Data 
Value


Sets a data value.


CustSvc Off System Transfer and Destination.


100 Reporting Point


Value
(type) Dynamic Value, spoken by (type) e.g. digits, monetary, date, etc. 


End Call Call Flow EndStart Call Flow Start


Predefined 
Process


(page number)
Predefined Process.  Go to (page) or double click for details.







State of Montana EBT Retail Call Flow V1.2 Black Box Network Services


Change Control
Page 13 of 13


ChangeDateVersion Author


Original document11/4/2009V1.0 REGunn


1) Add Change Control page
2) Remove holiday and business hours check.11/12/2009V1.1 REGunn


Add Randy’s changes.
Page 1. Add menu functions to Greeting.
Page 2. Add FNS Confirmation.  Move Error Exception to Termination Points page.
Page 3. Correct Reporting Point.
Page 4. Add CSR option to menu.
Page 5. Correct Reporting Point. Add reporting point 210.
Page 7. Route Return Code 1 – 7 to Transaction Exception (11). Change Continue 
(11) to Check Next Look-up (11).
Page 9. Add continue or CSR menu for “void” exceptions. Move Transaction 
Exception routing to page 10. Change Continue (11) to Check Next Look-up (11).
Page 10. Add Transaction Exception.  Move Disconnect to page 11.
Page 11. Add FNS Error handling.  Move Disconnect from Page 10.


12/14/2009V1.2 REGunn
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		Exception Processing

		Termination Points

		Key

		Change Control
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State of Montana DNIS Router V1.4


DNIS Router


Black Box Network Services


Application by 
DNIS Labor


Revenue


EBT
Member


Set DNIS 
by Input


New Menu in DNIS Router sets DNIS 
according to caller input


New EBT 
Applications


EBT
Retail


Error


DEFAULT App:
For EBT Member, press 1
For EBT Retail, press 2
For Labor, press 3
For Child Support, press 4
For Revenue, press 5


OK


Error


Child
Support


EBT Member


EBT Retail


EBT Member  DNIS 6808
EBT Retail      DNIS 6809
Labor              DNIS 9800
Child Support DNIS 9855
Revenue         DNIS 9840
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Start


PIN Menu
(3)


Change PIN 
Process


(4)


Greeting
(2)


Enter PAN
(7)


Main Menu
(12)


Change
PIN


Play Card 
Balance


(11)


Card
Balance


Other
Support


Change
PIN


Change PIN 
Process


(4)


Last SNAP 
Transactions


(13)


Last Cash 
Transactions


(15)


Last 10
Cash


Next 
Available 


Benefit Date
(17)


Last 10
SNAP


Benefit
Date
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100


2700
Welcome to the Montana Access customer 
service help line.  Your call will be served by 
an interactive voice response system, with 
the opportunity to reach a “live” customer 
service representative.


DB Available?


Database 
Timeout


(18)
Timeout


2747
If you are calling from a touch 
tone phone, press 1.  If you do not 
have a touch tone phone or are 
using TDD equipment, please 
stay on the line.


2nd try?Timeout


Greeting
(2)


Transfer
(18)


Yes


No


Continue
(3)
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150


2701
To change your PIN or select a new 
PIN, press 1.  To report a lost, stolen or 
damaged card, press 2.  For other 
support, press 3.


CSR Timeout 
Processing


(18)
Timeout


Retry


Invalid


Retry


MaxTO = 2
MaxErr = 3


172


Transfer
(18)


1 2 3


MaxErr?


101


Yes


2702
I’m sorry, that is 
not a valid entry.


2748
Please try again.


Control 
Number


(4)


Other 
Support


(7)


PIN Menu
(3)


2703
I’m sorry.  Please check 
your information, then 
call back and try again.


2728
Thank you for using the 
Montana Access 
Interactive Voice 
Response system.  
Good bye.


End Call







Enter Control Number
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MaxTO = 3
MaxErr = 3


151


2704
If you have a control number, 
press 1.  If you do not have a 
control number and need 
one, press 2.


CSR Timeout 
Processing


(18)


CSR Error 
Processing


(18)
Invalid Timeout


Retry Retry


1


Transfer
(18)


2


CSR Timeout 
Processing


(18)
Timeout


Digits = 7
CSR Error 
Processing


(18)
Invalid


Retry


Retry


152


2706
You entered . . .


Control number
(as digits)


2707
If this is correct, press 1. 
To reenter, press 2.


1 2


Ok


CSR Timeout 
Processing


(18)
Timeout


Retry


CSR Error 
Processing


(18)
Invalid


Retry


Enter 
Control


Enter 
Control


Enter 
PIN
(5)


Control 
Number


(4)


2705
Please enter your 
7-digit control 
number.







Enter New PIN
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Digits = 4
CSR Error 
Processing


(18)
Invalid


Retry


Enter 
PIN


154


CSR Timeout 
Processing


(18)
Timeout


155


Digits = 4
CSR Error 
Processing


(18)
Invalid


PIN Match?


Timeout
CSR Timeout 
Processing


(18)


MaxErr?


166


Transfer
(18)


Ok


No


No


Yes


Retry


Retry


Retry


Enter 
PIN
(5)


Update 
PIN DB


(6)


2709
Please reenter your 
4-digit PIN number.


2708
Please enter your 4-
digit PIN number.


2710
Your PIN numbers do 
not match.  Please 
reenter your 4-digit 
PIN number


Yes







Update PIN DB
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Update 
PIN DB


(6)


P_assign_update_PIN


156


Database 
Timeout


(18)


Timeout


Return Code
Database 


Error
(18)


< 0


2712
The Control number you 
entered can not be found.  
Please hold for a customer 
service representative.


1


2812
To exit, press 1.  To 
hear other options, 
press 2.


0


Timeout 
Processing


(18)
Invalid


Retry


Timeout


Retry


MaxErr


2728
Thank you for using the 
Montana Access 
Interactive Voice 
Response System.  
Good Bye.


1


Yes


End Call


Continue
(7)(12)


2


Call
P_assign_update_PIN
Input Buffers:


Control Number
PIN Number


Return Code
0 – Success
1 – Control Number Not Found


2711
Your PIN number is 
now active.


Transfer
(18)
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157


Error 
Processing


(18)


16 digits?


Ok


2706
You entered . . .


PAN number


2707
If this is correct, press 1. 
To reenter, press 2.


Okfirst 6 = 
507714?


Timeout


Retry


Invalid


2715
The card is not valid.  If your card is 
lost, stolen or damaged, press 1.  To 
reenter your card number, press 2.


Transfer
(18)


MaxErr


Yes


1 2


Timeout 
Processing


(18)


Timeout


Error 
Processing


(18)


Invalid


Retry


Invalid


Retry Retry


Enter 
PAN


Enter 
PAN


Ok167


MaxTO


Transfer
(18)


171


Yes


Timeout 
Processing


(18)


Timeout


Retry


Error 
Processing


(18)


Invalid


Retry


MaxErr


2


Enter 
PAN


Ok


Transfer
(18)


Yes


158


1


Enter PAN
(7)


Card 
Inquiry


(8)


2714
Please enter the 16-digit 
number.







Card Inquiry
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p_card_Inqury


Database 
Timeout


(18)
Timeout


Call p_card_Inquiry


Input Buffers:
Card Number


Output Buffers:
SNAP Balance
Cash Balance


Return Codes
0 – Success
1 – Not Found
2 – Invalid Status
3 – Card Inactive
4 – Too Many PIN Tries
5 – Alternative Person


159


Return Code
Database 


Error
(18)


< 0


2717
The card was not 
found.


2720
The card is not 
valid.


2721
The card is not 
active.


2722
The card has been locked 
due to 3 invalid PIN 
entries.


2738
We are having difficulty 
processing your request.


2718
Your transaction 
was successful.


1


2


3


4


5


0 Transfer
(18)


Enter 
DOB
(9)


Play Card 
Balance


(11)


Card 
Inquiry


(8)
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Enter 
DOB
(9)


Timeout 
Processing


(18)
Timeout


Error 
Processing


(18)
8 digits?


Ok


Invalid


169


2706
You entered . . .


Date of Birth
(as date)


2707
If this is correct, press 1. 
To reenter, press 2.


Timeout 
Processing


(18)


Timeout


Retry


Error 
Processing


(18)


Invalid


Retry


2


163


1


Retry


Retry


Enter 
DOB


Enter 
DOB


Activate 
Card
(10)


2729
Please enter your birth date 
according to the following example. 
If your birth date is February 8th 
1947, please enter the date as 02 08 
1947.
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p_activate_card


Database 
Timeout


(18)
Timeout


Call p_activate_card


Input Buffers:
Card Number
DOB


Output Buffers:
SNAP Balance
Cash Balance


Return Codes
0 – Success
1 – Card Not Found
2 – DOB not matched
3 – Invalid Status


164


Return Code
Database 


Error
(18)


< 0


2733
Your card has not 
been activated.


2733
Your card has not 
been activated.


2733
Your card has not 
been activated.


2732
Your card has 
been activated.


1


2


3


0 Transfer
(18)


Play Card 
Balance


(11)


Activate 
Card
(10)







Play Card Balance
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Play Card 
Balance


(11)


FS = Null?


2725
Your SNAP food 
balance is ...


SNAP Balance$


161


Cash = Null?


Cash = Null?


Yes


Ok


2724
Your cash balance is...


Cash Balance$


162


160


2726
To repeat your balance, press 
1.  For the main menu, press 2.  
To speak to customer service, 
press 3.


Timeout 
Processing


(18)


Error 
Processing


(18)


Card 
Balance


Ok


Timeout


Retry


Invalid


Retry


Yes


No


Yes


1
2


Main 
Menu
(12)


Card 
Balance


Transfer
(18)


3


21


2723
There is no available 
SNAP or cash 
balance.  For the main 
menu, press 1.  To 
speak to customer 
service, press 2.


Main 
Menu
(12)


Error 
Processing


(18)
Invalid


Timeout 
Processing


(18)


Timeout


Retry Retry


Transfer
(18)







Main Menu
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Main 
Menu
(12)


170


2727
Please listen to the following options.  You can make 
your selection at any time.
To hear your card balance, press 1.
For your last 10 SNAP transactions, press 2.
For your last 10 cash transactions, press 3.
To report your card lost, stolen or damaged, press 4.
For the benefit availability schedule, press 5.
To change your PIN, press 6.
To speak to customer service, press 7.
To exit, press 8.
To repeat these options, press 9.


Timeout 
Processing


(18)


Timeout


Error 
Processing


(18)


Invalid


Last 10 
SNAP
(13)


Last 10 
Cash
(15)


Benefit 
Date
(17)


Enter 
Control


(4)


Card 
Balance


(11)


Transfer
(18)


2728
Thank you for using the 
Montana Access 
Interactive Voice 
Response System.  
Good Bye.


End Call


1 2 43 5 6 7


Retry Retry


Main 
Menu


Main 
Menu


98


Transfer
(18)
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Last 10 
SNAP
(13)


p_last_10_txn
F


Database 
Timeout


(18)
Timeout


Call p_last_10_txn


Input Buffers:
Card Number
F (SNAPs)


Output Buffers:
Transaction String


Return Codes
0 – Success
1 – Card Not Found
2 – No Transactions


173


Return Code
Database 


Error
(18)


< 0


2717
The card was not 
found.


0


1


2


Transfer
(18)


Trans String 
Ok?


Yes


No


Play SNAP 
Trans
(14)


Account 
Not Active


2739
There has been no activity in the 
last 90 days.  To exit, press 1. For 
the main menu, press 2.  To speak 
to customer service, press 3.


CSR Timeout 
Processing


(18)


Timeout


Retry
CSR Error 
Processing


(18)


Invalid


Retry


2728
Thank you for using the Montana 
Access Interactive Voice 
Response System.  Good Bye.


End Call


Transfer
(18)


1 3


Main 
Menu
(12)


2
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Play SNAP 
Trans
(14)


Trans Type


2790
A SNAP food 
purchase, in the 
amount of...


2791
A SNAP return, in 
the amount of...


2792
A SNAP void, in 
the amount of...


2793
A SNAP reversal, 
in the amount of...


2794
A SNAP benefit 
deposit, in the 
amount of...


2795
A SNAP debit 
adjustment, in the 
amount of...


2796
A SNAP credit 
adjustment, in the 
amount of...


2798
A SNAP benefit 
cancelation, in the 
amount of...


1


2


3


4


6


7


8


9


Amount$


Date 
(as Date)


2742
was recorded on...


Last 
Transaction?


Main 
Menu
(12)


Yes


No


Transaction Types
1 = Purchase
2 = Return
3 = Void
4 = Reversal
6 = Deposit
7 = Debit Adjustment
8 = Credit Adjustment
9 = Cancel


2740
To repeat these transactions, press 1.  
For the main menu, press 2.  To speak 
with customer service, press 3.  To 
exit, press, 4.


Timeout 
Processing


(18)


Timeout


Error 
Processing


(18)


Invalid


Repeat


Repeat
2728
Thank you for using the 
Montana Access 
Interactive Voice 
Response System.  
Good Bye.


End Call


Transfer
(18)


1 2 3


4


Retry Retry







Last Cash Transactions
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Last 10 
Cash
(15)


p_last_10_txn
C


Database 
Timeout


(18)
Timeout


Call p_last_10_txn


Input Buffers:
Card Number
C (cash)


Output Buffers:
Transaction String


Return Codes
0 – Success
1 – Card Not Found
2 – No Transactions


174


Return Code
Database 


Error
(18)


< 0


2717
The card was not 
found.


0


1


2


Transfer
(18)


Trans String 
Ok?


Yes


No


Last 10 
Cash
(16)


Account Not 
Active
(13)
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Trans Type
2800
A cash purchase, 
in the amount of...


2801
A cash return, in 
the amount of...


2802
A cash void, in the 
amount of...


2803
A cash reversal, in 
the amount of...


2805
A cash deposit, in 
the amount of...


2806
A cash debit 
adjustment, in the 
amount of...


2807
A cash credit 
adjustment, in the 
amount of...


2813
A cash benefit 
cancelation, in the 
amount of...


1


2


3


4


5


6


7


8


9


2804
A cash withdrawal, 
in the amount of...


Last 10 
Cash
(16)


Amount$


Date 
(as Date)


2742
was recorded on...


Last 
Transaction?


Yes


No


Repeat


Transaction Types
1 = Purchase
2 = Return
3 = Void
4 = Reversal
5 = Withdrawal
6 = Deposit
7 = Debit Adjustment
8 = Credit Adjustment
9 = Cancel


2740
To repeat these transactions, press 1.
For the main menu, press 2.
To speak with customer service, press 3.
To exit, press, 4.


Timeout 
Processing


(18)


Timeout


Error 
Processing


(18)


Invalid


1


4
2 3


Retry Retry


Main 
Menu
(12)


Repeat
2728
Thank you for using the 
Montana Access 
Interactive Voice 
Response System.  
Good Bye.


End Call


Transfer
(18)
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Benefit 
Date
(17)


168


2744
TANF cash is available on the first day of each month.  SNAP 
food benefits are issued during the following five days, based on 
the last digit of your case number:
Case numbers ending with a 0 or a 1 receive benefits on the 
second day of the month.
Case numbers ending with a 2 or 3 receive benefits on the third.
Case numbers ending with a 4 or 5 receive benefits on the fourth 
day.
Case numbers ending with a 6 or 7 receive benefits on the fifth.
And, case numbers ending with an 8 or 9 receive benefits on the 
sixth day of the month.


2749
To repeat this schedule, press 1.
For the main menu, press 2.  To exit, press 3.


Error 
Processing


(18)
Invalid


Timeout 
Processing


(18)
Timeout


Main 
Menu
(12)


Repeat
2728
Thank you for using the 
Montana Access 
Interactive Voice 
Response System.  
Good Bye.


End Call


1 2 3


Retry Retry


Repeat
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CSR Error 
Processing


(18)


Unless otherwise specified: 
MaxErr = 3
MaxTO = 3


MaxErr?


102


Retry


CSR Timeout 
Processing


(18)


MaxTO?


103 Retry


Yes


No
No


Yes


Database 
Timeout


(18)


2713
The voice response 
database is temporarily 
not working. Please call 
back later.  Thank you.


310


End Call


Database 
Error
(18)


2738
We are having 
difficulty 
processing your 
request.


311


Error 
Processing


(18)


MaxErr?


304


Retry


Yes


No


End Call


2728
Thank you for using the 
Montana Access 
Interactive Voice 
Response System.  
Good Bye.


Timeout 
Processing


(18)


MaxTO?


304 Retry


Yes


No


End Call


2728
Thank you for using the 
Montana Access 
Interactive Voice 
Response System.  
Good Bye.


2702
I’m sorry, that is 
not a valid entry.


2748
Please try again.


2702
I’m sorry, that is 
not a valid entry.


2748
Please try again.


Transfer
(18)


300


303


2735
Please hold while we 
transfer your call to a 
customer service 
representative.


CustSvc


End Call


Transfer
(18)


Transfer
(18)
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Go To On Page Reference from and to.Go To


1234
Recorded 
message text,


Recorded Message ID and Message text of information played to caller.


Decision Decision Point.  Choice dictates path.


Predefined 
Process


(page number)


Predefined Process.  Go to (page) or double click for details.


procedure
Call to database stored procedure.


1234
Recording of instructions 
for entering data.


Recorded Message ID and message containing instructions for data input.


1234
Recording of menu 
choices, e.g. For A, 
press 1, For B, press 2.


Recoded Message ID and message text containing menu choices.


Off Page
(page)


Off Page 
(page) Off-page reverence, outgoing and incoming.  Go to (page) or double click.


Set Data 
Value


Sets a data value.


CustSvc Off System Transfer and Destination.


100 Reporting Point


Value
(type) Dynamic Value, spoken by (type) e.g. digits, monetary, date, etc. 


End Call Call Flow EndStart Call Flow Start
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1. Correct reversal of pages 3 & 4.
2. Remove “Override Hours” from pages 2, 3, 7 & 12.
3. Correct spelling stored procedure names on pages 6 & 8.


12/16/2009V1.3 REGunn


ChangeDateVersion Author


Original document11/4/2009V1.0 REGunn


1. Added Change Control.
2. Remove holiday and business hours check, as now done in ACD
3. Delete Transfer Page. Move transfer flow onto Exceptions page and rename.
4. Correct message number 2717 Page 8.
5. Add new message 2731, for RC 5, Page 8.
6. Correct message number in confirmation menu on page 9.
7. Correct spelling; message 2739, page 13.
8. Remove “5 = Withdrawal”, from possible transactions types, page 14.


11/16/2009V1.1 REGunn


Incorporate Randy’s Changes
1. Add menu options on page 11, 1312/9/2009V1.2 REGunn
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