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Scope: Illustrative sample flow demonstrating NLU-based intent routing 
for a healthcare member support IVR. Designed to reflect conversation 
design best practices including confidence thresholds, clarification 
loops, and graceful escalation.

Greeting Prompt

"Welcome to Member Services. 

How can I help you today?"

NLU Intent Detection

Analyze caller utterance

Sample training utterances:
-  "Check my claim"

-  "Find a doctor"
-  "Replace my ID card"

-  "Billing question"

Start

Incoming member call

Intent confidence ? 
threshold?

Route to matched intent f low

Clarif ication Prompt

" I'm sorry, I didn' t quite catch 

that. You can say things like:

check claim status, f ind a doctor, 

or billing question."

Intent: Check Claim Status
Example utterances:

- "Where is my claim?"

- "Check claim status"

Intent: Find a Doctor
Example utterances:

-  "Find a doctor"
-  " In-network dentist"

Intent: Replace Member ID Card
Example utterances:

-  "Lost my card"
-  "Need a new ID card"

Retry attempts < 2 ? Transfer to live agent

Yes

No

No

SHAPES

Start state

System prompt / member- facing message

Decision node

System action / intent category

End state / escalation

Annotation

COLOR CODING

Gray -  Start state

Lt. purple -  Member facing prompt

White -  Decision / system action / intent category

Lt. red -  Live agent transfer / escalation path

Yellow -  Design annotation / documentation note

CONNECTORS

Primary f low path

Fallback / retry path

  Yes /  No Decision branch labels

Legend

Yes

A1: Open-ended prompt intentionally 

used to allow free- form utterance 

capture. Avoids menu-driven framing to 

reduce cognitive load and support 

natural language input. 

A2: Utterance is passed to NLU model for intent 

classif ication. Confidence score compared against 

threshold (suggested: 0.7) before routing. Training 

utterances shown are illustrative ?  production model 

should include 15?20+ varied utterances per intent, 

sourced from real member call data where available.

A3: If  confidence score falls below threshold, system 

enters clarif ication loop rather than misrouting ?  

prioritizing accuracy over speed. Max 2 retry attempts 

before escalation. Threshold value should be 

calibrated against real member utterance data in 

production.

A4: Re-prompt offers concrete example utterances to 

guide the member without exposing system logic. 

Examples mirror actual intent labels to reinforce 

recognizable language patterns. Prompt language 

intentionally conversational to reduce member friction.

A5: Successful intent match triggers handoff to the 

appropriate self- service f low. Each intent maps to a 

discrete f low module, keeping routing logic separate 

from transactional logic for maintainability and easier 

iteration.

A6: Intent labels follow a verb-noun convention to 

maintain consistency across the NLU model's 

taxonomy. Training utterances shown are illustrative 

?  production model should include 15?20+ varied 

utterances per intent, sourced from real member call 

data where available.

A7: System allows up to 2 

clarif ication attempts before 

escalating. Limiting retries 

prevents member frustration 

from repetitive re-prompting 

?  a known dropout risk in IVR 

experiences. Retry count 

resets at each new 

conversational turn.

A8: Graceful escalation path triggered 

after maximum retries are exhausted. In 

production, a warm transfer is preferred 

over a cold transfer ?  member context 

and failed intent data should be passed 

to the receiving agent to avoid requiring 

the member to repeat themselves.

End

Handoff: 
Claims Status Flow

Handoff: 
Provider Search Flow

Handoff: 

ID Card 
Replacement Flow
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