
10500 Assign 
Skill: MET Turf

10200 TOD?
10000 Customer Service 

ACD
During
Hours

Off Hours - 10404 
VM Based on 

MET_SkillHours

300300
Cust Srvc Sp Closed

Decis ion
On2 or On3 

= Yes?

No

300700
Special Closed 

Message English

Yes

200051
MET Turf 

and General 
VM

No Agents or
0 During Hold - 10403

VM Path Based on 
MET_Skill Zero from Queue

200049
MET Turf 

and General 
After Hrs Vm 

Choice

200050
MET Turf 

and General  
None Avail 

VM

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill 
No One Avail ACD2

10508 Error 
Assign Skill: MET 

General

10536 Assign 
Skill: MET 
General

10506 Assign 
Skill: MET

Spanish General

10201 TOD?
10050 Customer Service 

ACD
During
Hours

Off Hours - 10404 
VM Based on 

MET_SkillHours

300301
Cust Srvc Spanish Sp 

Closed Decision
On2 or On3 

= Yes?

No

300705
Spanish Voice 

Change for Special 
Closed Message

Yes

200084
MET SOW 

Spanish VM

No Agents or
0 During Hold - 10403

VM Path Based on 
MET_Skill Zero from Queue

200084
MET SOW 

Spanish VM

200084
MET SOW 

Spanish VM

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill 
No One Avail ACD2

10616 Assign 
Skill: MET 

Commercial

SoCal Water$mart Time of Day, ACD and 
Voicemail Routing

10507 Assign 
Skill: MET 

Spanish Turf

10518 Assign 
Skill: MET 

Spanish General 
No Input

10511  Assign 
Skill: MET 

Spanish General 
Skill Error

10519 No Input 
Assign Skill: MET 
Spanish General 

No Match



10502 Assign 
Skill: CA

Turf

10200 TOD?
10000 Customer Service 

ACD
During
Hours

Off Hours - 10404 
VM Based on 

MET_SkillHours

300300
Cust Srvc Sp Closed

Decis ion
On2 or On3 

= Yes?

No

300700
Special Closed 

Message English

Yes

200054
SOW VM

No Agents or
0 During Hold - 10403

VM Path Based on 
MET_Skill Zero from Queue

200052
SOW After 

Hrs Vm 
Choice

200053
SOW None 
Avail VM

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill 
No One Avail ACD2

10503 Assign 
Skill: CA_HET

10536 Assign 
Skill: CA
General

10537 Assign 
Skill: CA

Spanish General

10201 TOD?
10050 Customer Service 

ACD
During
Hours

Off Hours - 10404 
VM Based on 

MET_SkillHours

300301
Cust Srvc Spanish Sp 

Closed Decision
On2 or On3 

= Yes?

No

300705
Spanish Voice 

Change for Special 
Closed Message

Yes

200084
MET SOW 

Spanish VM

No Agents or
0 During Hold - 10403

VM Path Based on 
MET_Skill Zero from Queue

200084
MET SOW 

Spanish VM

200084
MET SOW 

Spanish VM

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill 
No One Avail ACD2

10530 No Input 
Assign Skill: CA

General

10531 No Match 
Assign Skill: CA

General

10529 Error 
Assign Skill: CA

General

Save Our Water Time of Day, ACD and 
Voicemail Routing



MET SoCal
Water$mart

Spanish

MET SoCal
Water$mart

English

MET SoCal
Water$mart

WSIP

Colorado
Excess is

Out

Atmos 
Energy

Lennox

Member 
Services

Membership
Support

Membership

Events
Services

EGIA 
Education

Contracting
Success

Contractor
Services

Southwest
Gas

Ensemble

Guaranty
Cash

Reception

HERO
Renovate

Goodman
Amana
Daikin

Franklin

East Coast
Metal

Distributor
s

Rheem 
Ruud

Carrier 
Bryant

ICP

Individual
Skills

Customer
Service

10600 ACD
Contractor

Services

10650 ACD
Dealer

Rebates

10302 ACD
HERO

Hotline

10002 ACD
EGIA

Reception

10300 ACD
Member
Services

10303 ACD
Membership

10304 ACD
Events

Services

10050 ACD
Customer Service

Spanish

10000 ACD
Customer Service

10001 ACD
SoCalWaterSmart

WSIP

Individual
Skills

Contractor
Services

Ind ividual
Skills

Membership

EGIA ACD Routing



(888) 376-3314
MET SoCal

Water$mart

8000
MET SCW

60000
Colorado

400500 
Holiday 

Message

(844) 642-7410
Save Our Water

400501 
Holiday 

Message

(866) 971-7347
(844) 798-3755
Colorado Excess

Is Out

400503 
Holiday 

Message

50000
Lennox(844) 655-9364

Lennox

400502 
Holiday 

Message

1000
EGIA

Reception

(866) 367-3442
(916) 609-5300
(888) 220-8843

Reception

400515 
Holiday 

Message

MET Voice Mail
Application

(844) 798-3874
(844) 798-3642
(844) 829-3067
(844) 798-3746
(844) 798-3762
(925) 270-1670

MET VM

(855) 907-3180
Test

EGIA Incoming Calls
Customer Service

78000
SOW

(866) 457-5201
Special Closed

TFN

300000
Special
Closed

TFN

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

No Message

No Holiday

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

No Holiday

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

No Holiday

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

No Holiday

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

No Holiday

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

No Holiday

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

No Message

1 Initialize 
Variables

Route Based 
on TFN

No Holiday

TEST

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

1 Initialize 
Variables

Route Based 
on TFN

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

(866) 357-7443
Atmos Energy

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

1 Initialize 
Variables

Route Based 
on TFN

No Holiday

400523 
Holiday 

Message

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

60500
Atmos
Energy

(888) 645-3301
MET SoCal

Water$mart 
WSIP

400504 
Holiday 

Message

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

No Holiday

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN



EGIA Incoming Calls Membership/Events/
Education

(866) 502-2021
Member Services

20000
Member
Services

400506 
Holiday 

Message

No Holiday

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

(888) 985-9224
(719) 937-4980
(719) 304-5300 
Membership

400520 
Holiday 

Message

No Holiday

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

20500
Membership

(888) 213-9320
(916) 582-3646
 Events Services

400521 
Holiday 

Message

No Holiday

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

20700
Events 
Sevices

(866) 562-3821
 Membership 

Support

400525 
Holiday 

Message

No Holiday

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

20850
Events 
Sevices

(866) 562-9060
 EGIA Foundation

400524 
Holiday 

Message

No Holiday

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

20702 EGIA
Foundation



EGIA Incoming Calls Contractor Services

(866) 797-7343
Contractor

Services

400508 
Holiday 

Message

3000
Contractor

Services

(888) 221-7411
East Coast Metal 

Distributors

3100
East Coast 
Metal Dist

(866) 970-7348
PG&E

3300
PG&E

(888) 691-0387
(800) 587-3442

GADF

(844) 693-3568
Southwest Gas

3900
Southwest

Gas

3402
GADF

(844) 725-6449
Carrier Bryant

4000
Carrier
Bryant

No Holiday

400507 
Holiday 

Message

No Holiday

400509 
Holiday 

Message

400511 
Holiday 

Message

No Holiday

400516 
Holiday 

Message

No Holiday

400513 
Holiday 

Message

No Holiday

(888) 494-4094 
Hero Services

400518 
Holiday 

Message

No Holiday

5000
Hero

Services

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

1 Initialize 
Variables

Route Based 
on TFN

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

1 Initialize 
Variables

Route Based 
on TFN

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

No Holiday

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

(866) 251-0497
Rheem
Ruud

400519 
Holiday 

Message

No Holiday

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

1 Initialize 
Variables

Route Based 
on TFN

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

4100
Rheem
Ruud

(866) 547-9924 
Guaranty Cash

400522 
Holiday 

Message

No Holiday

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

4200
Guaranty

Cash

(866) 876-4488 
Ensemble

400518 
Holiday 

Message

No Holiday

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

1 Initialize 
Variables

Route Based 
on TFN

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

4400
Ensemble

(888) 645-3950
Contracting

Success

400526 
Holiday 

Message

No Holiday

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

1 Initialize 
Variables

Route Based 
on TFN

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

4101
Contracting

Success

(888) 645-3859
PG&E Contractors

400508 
Holiday 

Message

No Holiday

3 Holiday 
Consideration

Assign StatusCode5 = 2
Assign StatusCode6 = 1

400000 Holiday 
Message Based on #

Assign On3 = Yes

Holiday
Special
Close

1 Initialize 
Variables

Route Based 
on TFN

300100 
Retrieve IVR 

Flag 1 
Status

IVRFlag.xls

300200 
Retrieve IVR 

Flag 2 
Status

IVRFlag.xls

3301
PG&E

Contractors



3301 Main Message

PG&E Contractors
(888) 645-3859

10585 Assign Skill:
PGE_Contractors

10203 TOD?
10600 Contractor Services 

ACD
During
Hours

Off Hours 10404 VM Based on 
MET_Skill

300303
Contractor

Services
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

200089 
PGE Contractors 

Voicemail

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

 200088
PGE Contractors 
After Hours Vm

200090 
PGE Contractors 
None Avail VM

10405 VM Path  
MET_Skill No One Avail ACD2

PG&E 
Contractors



(916) 480-7388
(916) 480-7337
(916) 480-7379
(719) 465-5762
(719) 465-5764
(719) 304-5300
(719) 937-4980
(916 480-7389)

3
Holiday?

Assign 
StatusCode5=2

Assign 
StatusCode6=1

Holiday
Yes

400518
Contractor Services

DID Holiday 
Message

All
 Contractor

Services 
Numbers

400000
Holiday Message

Based on Incoming Number
Assign On3=Yes

2
Contractor 

Services DID 
Skill Routing

10610 Assign
K_Satterwhite

Skill

10613 Assign
D_Wilson

Skill

10615 Assign
E_McCollum

Skill

916-480-7379

Member Services/Contractor Services Individual Non-TFN Routing
(916) 480-7388, (916) 480-7337,(916) 480-7379, (719) 465-5762, (719) 465-5764, (719) 304-5300, (719) 

937-4980, (916) 480-7389

1
Incoming 
Number 
Routing
Assign 

CallerID

Holiday 
No

Retrieve 
On3 Status

Retrieve 
On2 Status

10203 TOD 
300303 On2 or On3 

= Yes?
Biz  Hours

10600 Contractor
Services ACD

VM
200068 

Kimberley
Satterwhite

Off Hours 10404

Yes 300700/10403

No

10203 TOD 
300303 On2 or On3 

= Yes?Biz  Hours

10600 Contractor
Services ACD

VM
200068 

Donica Wilson

Off Hours 10404

Yes 300700/10403

No

10203 TOD 
300303 On2 or On3 

= Yes?Biz  Hours

10600 Contractor
Services ACD

VM
200070

 Erin McCollum

Off Hours 10404

Yes 300700/10403

No

916-480-7388

10628 Assign 
J_Ketchell 

Skill
10209 TOD 

300305 On2 or On3 
= Yes?

Biz  Hours

10303 Membership 
ACD

VM
200082

John Ketchell

Off Hours 10404

Yes 300700/10403

No

10629 Assign
K_Hairston

Skill
10209 TOD 

300305 On2 or On3 
= Yes?

Biz  Hours

10303 Membership 
ACD

VM
200083

Keith Hairston

Off Hours 10404

Yes 300700/10403

No

10618 Assign 
J_Chandler 

Skill
10203 TOD 

300303 On2 or On3 
= Yes?

Biz  Hours

10600 Contractor
Services ACD

VM
200072

Jeremy Chandler

Off Hours 10404

Yes 300700/10403

No

916-480-7389

719-465-5764

719-465-5762

916-480-7337

38
EGIA

Individual
Routing
Greeting



(866) 550-2074
(888) 523-2144
(888) 523-2140
(888) 524-0718
(844) 330-6773
(844) 330-6745
(844) 330-6746
(844) 330-6748
(844) 330-6749
(866) 784-6295

3
Holiday?

Assign StatusCode5=2
Assign StatusCode6=1

Holiday
Yes

400518
Contractor Services

DID Holiday 
Message

All
 Contractor

Services 
Numbers

400000
Holiday Message

Based on Incoming Number
Assign On3=Yes

2
Contractor 

services DID 
Skill Routing

10626 Assign
J_Anderson

10627 Assign
M_Robinson

10628 Assign
J_Ketchell

10629 
K_Hairston

844-330-6745

844-330-6746

844-330-6748

844-330-6749

Member Services/Contractor Services Individual TFN Routing
 (866) 550-2074, (888) 523-2144, (888) 523-2140, (888) 524-0718, (844) 330-6773, (844) 6745, 

(844) 330-6746, (844) 330-6748, (844)330-6749, (866) 784-6295

1
Incoming 
Number 
Routing
Assign 

CallerID

10618 Assign
J_Chandler

Skill

866-550-2074

10621 Assign
L_Murphy

Skill

10620 Assign
L_Lewis

Skill
888-523-2144

888-523-2140

10623 Assign
D_Johnson

Skill

888-524-0718

Retrieve 
On3 Status

Retrieve 
On2 

Status

10203 TOD 
300303 On2 or On3 

= Yes?Biz  Hours

10600 Contractor
Services ACD

VM
200076

John Anderson

Off Hours 10404

Yes 300700/10403

No

10209 TOD 
300305 On2 or On3 

= Yes?Biz  Hours

10303 Membership 
ACD

VM
200081

 Mike Robinson

Off Hours 10404

Yes 300700/10403

No

10209 TOD 
300305 On2 or On3 

= Yes?Biz  Hours

10303 Membership 
ACD

VM
200082 

John Ketchell

Off Hours 10404

Yes 300700/10403

No

10209 TOD 
300305 On2 or On3 

= Yes?Biz  Hours

10303 Membership 
ACD

VM
200083

Keith Hairston

Off Hours 10404

Yes 300700/10403

No

10203 TOD 
300303 On2 or On3 

= Yes?Biz  Hours

10600 Contractor
Services ACD

VM
200072
 Jeremy 

Chandler

Off Hours 10404

Yes 300700/10403

No

10600 Contractor
Services ACD

10203 TOD 
300303 On2 or On3 

= Yes?Biz  Hours

10600 Contractor
Services ACD

VM
200074

Leandra Murphy

Off Hours 10404

Yes 300700/10403

No

10203 TOD 
300303 On2 or On3 

= Yes?Biz  Hours

10600 Contractor
Services ACD

VM
200073

 Leslie Lewis

Off Hours 10404

Yes 300700/10403

No

10203 TOD 
300303 On2 or On3 

= Yes?Biz  Hours

10600 Contractor
Services ACD

VM
200075

 Delaney 
Johnson

Off Hours 10404

Yes 300700/10403

No

10625 Assign
M_Bratsis

Skill
10209 TOD 

300305 On2 or On3 
= Yes?Biz  Hours

10303 Membership 
ACD

VM
200071 

Matthew Bratsis

Off Hours 10404

Yes 300700/10403

No

844-330-6773

Holiday No

10614 Assign
K_Lee
Skill

10203 TOD 
300303 On2 or On3 

= Yes?
Biz  Hours

VM
200075

 Delaney 
Johnson

Off Hours 10404

Yes 300700/10403

No

10600 Contractor
Services ACD

866-784-6295

38
EGIA

Individual
Routing
Greeting



EGIA Main 
Reception

1000  Main 
Message

10544
Assign Skill:
Reception

10208 TOD?
10002 

EGIA Reception ACD
During
Hours

Off Hours 10404 VM Based on
 MET_Skill

Dial by
Extension

Opt 1

1004
EGIA_Directory

.xls

1005
Transfer to
Long Dial #

1000 
NameCapture

 Final 
Application

1
Xfer to Skill 
instead of 
Longdial

Option 
2

Employee 
Directory

Option 0 Operator 
10544

Receptionist

If this # – Then 
(MET IVR English Status With ACD)

 Page/Skill
9164807379  – 10610/K_Satterwhite

9164807388  – 10613/D_Wilson
9164807337  – 10615/E_McCollum
9164807339  – 10618/J_Chandler
9164807303  – 10621/L_Murphy

9164807330  – 10620/L_Lewis
9164807356  – 10623/D_Johnson
9164807329  – 10570/J_Warren
9164807331  – 10571/J_Valadez
9164807383  – 10572/L_Disne y

9164807311  – 10573/M_Alatorre
9164807327  – 10614/K_Lee

4550 Transfer to 
Longdial

Otherwise

1007
If This Extens ion -  Then 

Page/Skill
388 – 10613/D_Wilson

337 – 10615/E_McCollum
379 – 10610/K_Satterwhite

303 – 10621/L_Murphy
330 – 10620/L_Lewis

339 – 10618/J_Chandler
327-10614/K_Lee

329 – 10570/J_Warren
331 – 10571/J_Valadez
383 – 10572/L_Disne y

206 – 10573/M_Alatorre
356 – 10623/D_Johnson
101- 10628 /J_Ketchell

102 – 10629 / K_Hariston

Otherwise

300302
EGIA Reception Sp Closed 

Decis ion
On2 or On3 = “Yes”?

300700
Special Closed 

Message English

Yes

No

OTHE RW ISE

10544

RECEPTIONIST

1003 Ask for 
3 Digit 

Extension

EGIA Main Reception
(866) 367-3442 (916) 609-5300 

(888) 220-8843

Record
Found

 44 
Default  Rep By 
Dialed  Number

Record Not Found

200085
EGIA Reception 

After Hrs Vm

200000
EGIA Reception VM

200086
EGIA Reception 
None Avail VM

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill No One Avail ACD2

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue



20702 Main Message

EGIA Foundation
(866) 562-9060

VM No One 
Available 
200047

EGIA
Foundation

Voice Mail 
200048



(888)435-0305
(888) 524-5424

Transfer to Cell Phone
(888) 435-0305 (Test)

(888) 524-5424 (Janet Dawald)
(916) 582-3642 (Chris Barroll)

3
Holiday?

Yes

400518
Contractor Services

DID Holiday 
Message

38
All Contractor
Services DIDs

40000
Holiday Message

Based on Incoming
Number

(888) 435-0305
(888) 524-5424
(916) 582-3642

45
Transfer to #
650-863-4069

46
End Call Janet 

Dawald 
8885245424 
5055069538

888-524-5424 Discontinued

888-435-0305

No

47
Transfer to 

Chris Barroll
416-723-6785

916-582-3642



Call Center Special Closed Toll Free Routing
(866) 457-5201

Special Closed 
Activation or 
Deactivation

300000
Special Closed
Security Code

Question

300002
Assign 

SatusCode5 
Equal to 2

300001
Special Closed

Status Retrieval
IVRFlag.xls

399999
Not successful End

No
Record
Found

300003
On Equals Yes?

300007
Special Closed

Condition is 
“OFF”
CALLS 

INCOMING

300004
Special Closed

Condition is 
“ON”

NO CALLS

YesOthe rwise

300008
Assign On2 

Equal to 
“Yes”

300006
Assign On2

Equal to
“NO”

7

6

300005
Update Special
Closed Variable

3000098
Successful End

399999
Not Successful End

Row Found

Row
Not 

Found



4201 Main Message

Contracting Success
(888) 645-3950

10583 Assign Skill:
Contracting_Success

10203 TOD?
10600 Contractor Services 

ACD
During
Hours

Off Hours 10404 VM Based on 
MET_Skill

300303
Contractor

Services
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

200020 
Contracting Success 

Voicemail

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

 200019
Contracting Success 

After Hours Vm

Contracting
Success

200032 
Contracting Success 

None Avail VM

10405 VM Path  
MET_Skill No One Avail ACD2



SoCal Water$mart WSIP
(888) 645-3301

68000 Main Message
10584 Assign Skill:

WSIP

10202 TOD?
10001 SoCalWaterSmart 

WSIP ACD
During
Hours

Off Hours 10404 VM Based on
 MET_Skill

300309
Cust Srvc
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

Opt 1

200066
SoCal WSIP VM

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

200064
SoCal WSIP After 

Hrs Vm Choice

SoCal WaterSmart
WSIP
68000

200065
SoCal WSIP None 

Avail VM

10405 VM Path  
MET_Skill No One Avail ACD2



20701 Main Message

Events Services
(888) 213-9320
(916) 582-3646

10577 Assign Skill:
Events_Services

10210 TOD? 10304 Event Services ACD
During
Hours

Off Hours 10404 VM Based on
 MET_Skill

10105 Event  
Message 

Event 
Services

300308
Event Srvc
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

Opt 2

200042
Events Services VM

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

200040
Events Services 

After Hrs Vm

20701
Events

Services

Opt 1
Dial by 

Extension

Reception
1003 Ask for 3 
Digit Extension

200041
Events Services 
None Avail VM

10405 VM Path  
MET_Skill No One Avail ACD2



20850 Main Message

Membership Support
(866) 562-3821

10582 Assign Skill:
Membership_Support

10210 TOD? 10304 Event Services ACD
During
Hours

Off Hours 10404 VM Based on MET_Skill

10105 Event  
Message 

Event 
Services

300308
Event Srvc
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

Opt 2

200045
Membership 
Support VM

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

200043
Events Services VM

Opt 1
Dial by 

Extension

Reception
1003 Ask for 3 
Digit Extension

20850
Membership

Support

200044
Membership 

Support None Avail 
VM

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill No One Avail ACD2



20500 Main Message

Membership
(888) 985-9224
(719) 937-4980
(719) 304-5300

10576 Assign Skill:
Membership

10209 TOD? 10303 Member Services ACD
During
Hours

Off Hours 10404 
VM Based on MET_Skill

10104 Event  
Message 

Membership

300304
Mem Srvc
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

200038
Membership 

Voicemail

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

200037
Membership After 

Hrs Vm

Membership

200039
Membership None 

Avail VM

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill No One Avail ACD2



4400  Main 
Message

10581 Assign Skill:
Ensemble

Opt 1
Dial by 

Extension

Opt
2

Ensemble
(866) 876-4488

10100 Event  
Message 

Contractor 
Services

10203 TOD?
10600 Contractor Services 

ACD
During
Hours

Off Hours 10404 
VM Based on MET_SkillHours

300303
Contr Srvc
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

200014
Ensemble Voicemail

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

200013
Ensemble After Hrs 

Vm

Reception
1003 Ask for 3 
Digit Extension

Ensemble

200029
Ensemble None 

Avail VM

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill No One Avail ACD2



4000  Main 
Message

10566 Assign Skill:
Carrier_Bryant_ICP

Opt 1
Dial by 

Extension

Opt
2

Carrier Bryant ICP
(844) 725-6449

10100 Event  
Message 

Contractor 
Services

Carrier
Bryant

ICP

10203 TOD?
10600 Contractor Services 

ACD
During
Hours

Off Hours 10404 VM Based on 
MET_SkillHours

300303
Contr Srvc
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

200006
Carrier Bryant ICP 

Voicemail

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

200005
Carrier Bryant ICP 

After Hrs Vm

Reception
1003 Ask for 3 
Digit Extension

200025
Carrier Bryant ICP 

None Avail Vm

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill No One Avail ACD2



4200 Main Message

Guaranty Cash
(866) 547-9924

10578 Assign Skill:
Membership

10203 TOD?
10600 Contractor Services 

ACD
During
Hours

Off Hours 10404 
VM Based on MET_SkillHours

10101 Event  
Contractor

Services

300303
Contractor

Services
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

200018
Guaranty Cash 

Voicemail

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

200017
Guaranty After Hrs 

Vm

Guaranty
Cash

200031
Guaranty None 

Avail VM

Max Hold - 41 10 
minutes in Queue/

10405 VM Path  
MET_Skill No One Avail ACD2



4100  Main 
Message

10575 Assign Skill:
Rheem_Ruud

Opt 1
Dial by 

Extension

Opt
2

Rheem Ruud
(866) 251-0497

10100 Event  
Message 

Contractor 
Services

10203 TOD?
10600 Contractor Services 

ACD
During
Hours

Off Hours 10404 
VM Based on MET_SkillHours

300303
Contr Srvc
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

200008
Rheem and Ruud 

Voicemail

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

200007
Rheem Ruud After 

Hrs Vm

Reception
1003 Ask for 3 
Digit Extension

Rheem
Ruud

200026
Rheem Ruud None 

Avail Vm

Max Hold - 41 10 
minutes in Queue/

10405 VM Path  
MET_Skill No One Avail ACD2



Member
Services

20703 Main Message

Member Services
(866) 502-2021

10554 Assign Skill:
Member_Services

10204 TOD? 10300 Member Services ACD
During
Hours

Off Hours 10404 
VM Based on MET_SkillHours

10101 Event  
Message 
Member 
Services

300305
Mem Srvc
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

Opt 2

200035
Member Services 

Voicemail

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

200034
Member Services 

After Hrs Vm

Opt 1
Dial by Extension

Reception
1003 Ask for 3 
Digit Extension

200036
Member Services 

None Avail VM

Max Hold - 41 10 
minutes in Queue/

10405 VM Path  
MET_Skill No One Avail ACD2



Contractor 
Services

3000  Main 
Message

10546 Assign Skill:
Contractor_Services

10203 TOD?

Opt 1
Dial by 

Extension

Opt
2

Contractor Services
(866) 797-7343

10100 Event  
Message 

Contractor 
Services

10600 Contractor 
Services ACD

During
Hours

Off Hours 
10404 VM 

Based
 on MET_SkillHours

300303
Sp Closed
Decision

On2 or On3 
= Yes?

300700
Special Closed 

Message

Yes

No

200004
Save Energy 
Voicemail

200003
Contractor Services 

After Hrs Vm

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

Reception
1003 Ask for 3 
Digit Extension

200024
Contractor Services 

None Avail VM

Max Hold - 41 10
 minutes in Queue/

10405 VM Path  
MET_Skill No One Avail ACD2



Goodman
Amana
Daikin

Franklin

Goodman Amana Daikin Franklin
(888) 691-0387
(800) 587-3442

(800) 587-
3442

(888) 691-
0387

3402  Main 
Message

10559 Assign Skill:
Goodman_Amana_Daikin

10203 TOD?

10550 Assign Skill:
Dealer_Rebates

10206 TOD?

Opt 1
Dial by Extension

Opt
2

Opt
3

10650 
DealerRebates ACD

During
Hours

Off Hours 
10404 VM 

Based
 on 

MET_SkillHours

300306
Sp Closed
Decision

On2 or On3 
= Yes?

300700
Special 
Closed 

Message

Yes

No

200012
Goodman Amana 

Daikin Rebates VM

200011
Goodman Amana 

Daikin Rebates 
After Hrs Vm

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

10600 Contractor 
Services ACD

Off Hours 
10404 VM 

Based
 on 

MET_SkillHours

300303
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special 
Closed 

Message

Yes

200010
Goodman Amana 

Daikin VM

200009
Goodman Amana 

Daikin After Hrs Vm

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

During
Hours

10100 Event  
Message 

Contractor 
Services

1003 Ask for 
3 Digit 

Extension

Max Hold - 41 10 
minutes in Queue/

10405 VM Path  
MET_Skill No One Avail ACD2

200027
Goodman Amana 

Daikin Rebates 
None Avail VM

Max Hold - 41 10 
minutes in Queue/

10405 VM Path  
MET_Skill No One Avail ACD2

200028
Goodman Amana 
Daikin None Avail 

VM



East Coast Metal 
Distributors

East Coast Metal Distributors
(888) 221-7411

3100  Main 
Message

10545 Assign Skill:
East_Coast_Metals

10203 TOD?

Opt 1
Dial by 

Extension

Opt
2

10100 Event  
Message 

Contractor 
Services

10600 Contractor 
Services ACD

Off Hours 
10404 VM 

Based
 on MET_SkillHours

300303
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message

Yes

200002
East Coast Metal 
Distributors VM

200001
East Coast Metal 
Distributors After 

Hrs Vm

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

During
Hours

1003 Ask for 3 Digit 
Extension

200023
East Coast Metal 
Distributors None 

Avail Vm

Max Hold - 41 10 minutes in Queue/
10405 VM Path  MET_Skill No One Avail ACD2



5000  Main 
Message

10622 Assign Skill:
HERO_Hotline

10207 TOD?

10302 HERO 
Hotline ACD

10624 Assign Skill:
HERO_Rebates

10203 TOD?

10600 Contractor 
Services ACD

During
Hours

Off Hours 
10404 VM 

Based
 on MET_SkillHours

Opt 1
Dial by Extension

Opt
2

Opt
3

Hero Services
(888) 494-4094

Hero 
Services

300307
Sp Closed
Decision

On2 or On3 
= Yes?

No

300303
Sp Closed
Decision

On2 or On3 
= Yes?

300700
Special 
Closed 

Message

Yes
No

200022
HERO Hotline VM

200021
HERO Hotline After 

Hours

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

No Agents
0 During Hold 10403
VM Path Based on 

MET_Skill Zero from Queue

1003 Ask for 
3 Digit 

Extension

Off Hours 
10404 VM 

Based
 on MET_SkillHours

300700
Special 
Closed 

Message

Yes

200033
HERO Hotline None 

Avail VM

Max Hold - 41 10 minutes in 
Queue/10405 VM Path 

 MET_Skill No One Avail ACD2

200033
HERO Hotline None 

Avail VM

10405 
VM Path  MET_Skill 
No One Avail ACD2



Southwest Gas

Southwest Gas
(844) 693-3568

3900  Main 
Message

10564 Assign Skill:
SouthwestGas

10203 TOD?

Opt 1
Dial by 

Extension

Opt
2

10100 Event  
Message 

Contractor 
Services

10600 Contractor 
Services ACD

During
Hours

Off Hours 
- 10404 VM 

Based
 on MET_SkillHours

300303
Sp Closed
Decision

On2 or On3 
= Yes?

300700
Special Closed 

Message

Yes

No

200016
Southwest Gas VM

200015
Southwest Gas 

Program After Hrs 
Vm

No Agents
0 During Hold - 10403

VM Path Based on 
MET_Skill Zero from Queue

1003 Ask for 3 
Digit Extension

200030
Southwest Gas 

Program None Avail 
Vm

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill No One Avail ACD2

10403



PG&E

PG&E
(866) 970-7348

3300  Main 
Message



Lennox

Lennox
(844) 655-9364

50000 Main Message
10505 Assign Skill:

Lennox

10200 TOD? 10000 Customer Service ACD
During
Hours

Off Hours - 10404 
VM Based on MET_SkillHours

300300
Mem Srvc
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

200057
Lennox VM

No Agents or
0 During Hold - 10403

VM Path Based on MET_Skill Zero from Queue

200055
Lennox After Hrs 

Vm Choice

200056
Lennox VM

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill No One Avail ACD2

10403



Atmos Energy
(866) 357-7443

60500 Main Message
10579 Assign Skill:

Atmos_Energy

10200 TOD? 10000 Customer Service ACD
During
Hours

Off Hours - 10404 
VM Based on MET_SkillHours

300300
Cust Srvc
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

Opt 1

200063
Atmos Energy VM

No Agents or
0 During Hold - 10403

VM Path Based on MET_Skill Zero from Queue

200061
Atmos After Hrs Vm 

Choice

Atmos
Energy

Opt 1

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill 
No One Avail ACD2

200062
Atmos Energy None 

Avail VM
10403



Colorado Excess is 
Out

Colorado Excess is Out
(866) 971-7347

60000 Main Message
10517 Assign Skill:

Colorado

10200 TOD? 10000 Customer Service ACD
During
Hours

Off Hours - 10404 
VM Based on 

MET_SkillHours

300300
Cust Srvc
Sp Closed
Decision

On2 or On3 
= Yes?

No

300700
Special Closed 

Message English

Yes

Opt 1

200060
Colorado VM

No Agents or
0 During Hold - 10403

VM Path Based on 
MET_Skill Zero from Queue

200058
Colorado After Hrs 

Vm Choice

200060
Colorado VM

Max Hold - 41 10 minutes in Queue/
10405 VM Path  

MET_Skill 
No One Avail ACD2



78001
SOW_IVR_T
URF_2.csv

78000
SOW_IVR_H

ET_1.csv

78202
70055
70066
70077
78203

Record Found
Greeting w/Spanish

78302
70088
70099
70110
78303

Record Not
Found

Greeting w/Spanish

Spanish
Opt

5

78201 Turf
Non Turf 

or
Other

Calling from # on Rebate & 
checking Status Option 1

78668 Get 
Zip

78669 
Verify

Zip

Turf Opt 1

Non Turf
Opt 2

Zip 
Code

Match

70224 Rec Var
70223 Clear Var
78701 Zip not 

Matched HET #?

Zip Code Not Matched

10536 Assign 
Skill: CA
General

Other Issue Opt 3

70004 - 
Main 
Status 
Codes

Primary DD DH 

Otherwise

70022 Assign 
StatusCode =
RebateStatu

sCode

Primary
AP AR HH

70021 SOW 
HET Status 

Codes 
Primary.xls

Status
Verbiage
Lookup

10503 Assign 
Skill: CA_HET

78801 Primary
Status Quoted

Record
Found

More info or Rep Opt 2

70024 Rec Var
70023 Clear Var

Another
Status

Opt
1

70014
SOW HET 

Status Codes 
Secondary.xls

70018 Status 2
70019 Status 3
70020 Status 4

Status
Secondary 1

78800 
Secondary
Statuses
Quoted

Another Status 1

10503 Assign 
Skill: CA
General

More info 
or Rep Opt 2

Yes 1

78760 Get HET #

Yes 1

No 2

78775 Get 
Zip

Rebate
Status
Opt 2

Spanish Opt
5

SOW HET IVR Application (844) 642-7410

70024 Record 
Variables

70023 Clear Variables
78700 HET #?

78802 Record 
Not Found 

Please Try Again

78765
SOW_IVR_HET

_1.csv

70035
TURF Not chosen 
check TURF Flag 

for N

N

Y

Record 
not 

Found

78304 SOW 
Turf Turf Option 2

78700 HET #? Opt 2 No HET #

78760 Get HET #

70034 SOW 
TURF CX ID 

Found

70036
Clear 

Variables
Turf

10503 Assign 
Skill: CA

HET

No 2

Found

Not Found

Yes 1

No 2

10537 Assign 
Skill: CA

Spanish General

10537 Assign 
Skill: CA

Spanish General
78700 HET #?

70037 
SOW

2 Not
Related

To
Ph #78002

SOW_IVR_H
ET_2.csv

10200 TOD to ACD 
or VM Customer 

Service

10200 TOD to ACD 
or VM Customer 

Service

10200 TOD to ACD 
or VM Customer 

Service

10200 TOD to ACD 
or VM Customer 

Service

10201 TOD to ACD 
or VM Spanish 

Customer Service

10201 TOD to ACD 
or VM Spanish 

Customer Service



78304 Turf
Funds 

Exhausted

10502 Assign 
Skill: MET

Turf

Rep Opt 0
Additional 
Turf Info

 Opt 2

78702 Ask 
for 

Application 
TRM #

Turf
Rebate
Status
Opt 1

Do Not
Have # Opt 2

78752 Get TRF 
#

78670 Get Zip 
Code

TRF #
Opt 1

78672
SOW_IVR_TUR

F_2csv

No
Record
Found

78803
Not Found
Try Again

Record 
Found

70026 Record 
Variables

70027 Clear 
Variables

70025 Main 
Status 
Codes

Primary DD,DH

70032 Assign 
RebateStatusCode

Primary 
HH IH AR AP

70028 SOW 
Turf Status 

Codes 
Secondary.csv

Otherwise

70033 SOW 
Turf Status 

Codes 
Primary.csv

10502 Assign 
Skill: MET

Turf

No
Record
Found

Record found More Info
Rep

Opt 2

70026 
Record 

Variables
70027 Clear 

Variables

Another Status Opt 1

70029 Status 2
70030 Status 3
70031 Status 4

Status 1

78805
Turf Primary
Status Quote

78804
Turf Secondary
Statuses Quote

More Info or Rep Opt 2 Another Status

SOW Turf Cx ID Not 
Found

Option 1 From 
SOW HET IVR 

Record Not Found
78303

10200 TOD to ACD 
or VM Customer 

Service

10200 TOD to ACD 
or VM Customer 

Service



78771 Get Zip 
Code

78671 Verify 
Zip Code

No
Record
Found

78803
Not Found
Try Again

70026 
Record 

Variables
70027 Clear 

Variables

78702 Ask 
for 

Application 
TRF #

78752 Get TRF 
#

78670 Get Zip 
Code

TRF #
Opt 1

10502 Assign 
Skill: MET

Turf

70025 Main 
Status 
Codes

Primary DD DH
70032 Assign 

RebateStatusCode
Primary

HH IH AR AP

70028 SOW 
Turf Status 

Codes 
Secondary.csv

Otherwise

70033 Turf 
Status Codes 
Primary.csv

10502 Assign 
Skill: CA

Turf

Record found

70026 Record 
Variables

70027 Clear 
Variables

Another Status Opt 1

70029 Status 2
70030 Status 3
70031 Status 4

Status 1

78805
Turf Primary
Status Quote

78804
Turf Secondary
Statuses Quote

More Info or Rep Opt 2

Another Status

Record Found

Do Not Have # Opt 2

78672
SOW_IVR_TURF_2.csv

Record Found

SOW Turf Cx ID Found

70034
TURF chosen 

check TURF Flag 
for Y

Y

70034 Opt 1 from 
78201 SOW HET

70036
Turf Flag = Y

70037 SOW 
Clear 

Variables

N
Not Found

10200 TOD to ACD 
or VM Customer 

Service

10200 TOD to ACD 
or VM Customer 

Service

More Info
Rep

Opt 2

No
Record
Found



Opt 2

Opt 3

Opt 1
Opt 0
8306

Opt 0

Opt 2
8313

Opt 1
Opt 0

Opt 3
8301
8701 Opt

1

8304
Turf

Menu

Opt 0
8303
8313

Record Not Found

Record Found

Record Found

8000
IVR_GENERAL_1

.1
.csv

8002
IVR_GENERAL_2

.csv

8001
i_t_A
.csv

8010
IVR_TURF_2

.csv

8302
Main Menu

Ph# Not
Recognized

Record Not Found

Record Not Found

Record Not Found

Record Not Found
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