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Scope: Illustrative sample flow demonstrating graceful recovery when 
NLU intent detection fails. Designed to reflect conversation design best 
practices including fallback prompting, retry logic, and escalation to a 
live agent.
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A1: Utterance is passed to NLU model 

for intent classif ication. When no intent 
meets the minimum confidence 
threshold, the system enters a 
structured recovery loop rather than 

failing silently or misrouting. 

A2: Binary decision node determines 

whether a matched intent exists above 

the confidence threshold. Unrecognized 

input triggers the fallback path ?  

keeping the member in the f low rather 

than dropping the call.

A3:  Recovery prompt offers concrete 

example utterances to re-orient the 

member without exposing system logic 

or error state. Conversational tone 

maintained to reduce friction and 

member anxiety.

A4: System allows up to 2 fallback 

attempts before escalating. Limiting 

retries balances recovery opportunity 

against member frustration ?  a known 

dropout risk in IVR and chat 

experiences.

A5: Graceful escalation triggered after 

maximum retries are exhausted. In 

production, a warm transfer is preferred 

?  member context and failed intent data 

should be passed to the receiving agent 

to avoid requiring the member to repeat 
themselves.
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