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Test Case: NEW Check Balance

Step # Action Expected Results

1 Caller: Dial 800-555-1212 System: "Welcome to XYZ customer service. "

System: "Para continuar en espanol por favor oprima numero uno."

2 Caller: Say "No" System: "I’m here to get your call to the right place. To get started,
please tell me the phone number you’re calling about, beginning with
the area code. Or say, “I don’t have one”.

3 Caller: Say "111 555 1212 " System: "Let me confirm that. Area code… 111 555 1212. Is that
correct?"

4 Caller: Say "Yes" (or Press 1) System: "Thanks, I'll just look that up.”

System: "Okay, in a few words, I need to know why you are calling
today. You can say things like "I would like to pay my bill" and "what's
my account balance?" So, go ahead, tell me the purpose of your call.

5 Caller: Say "I want to pay my bill" System: "Got it. There's an automated system that can help you…"

6 Caller: Say "Use System" System: Transfers call to automated system.

Note: Automated system is female voice.

7 Caller: Holds while transferring to
automated system.

System: "Please hold for a moment. To help me verify access to your
account…"

8 Caller: Press 2 System: To help me verify your account, I will need…

9 Caller: Press 885 System: The customer code you entered…

10 Caller: Press # System: Thank you. The last payment on your account.

11 Caller: End Call
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