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Ci t i z en  h as 
move d 

C i t i z en  s e nd s 
re q ues t via em a i l 

Ci t i zen  c a ll s age n c y 

C i t i z en  s e nd s 
r e que s t v i a  we b 

p o rt a l 

X O R 

Re q ues t has 
bee n  rou t ed  t o 
be s t qua l ified 

r e s s o u rc e 

A g e n t r e g i s t e r s n e w 
a d dre s s 

C a ll  h a s a r riv e d 
a t agen c y 

Email has  a rri v ed 
a t agen c y 

W eb  r equ e s t  h a s 
a r riv e d a t a gen c y 

Q ua l i f y  c on t a c t  an d 
make rout i ng 

de c i s ion 

A C D C R M 

N e w add r e ss ha s 
b een r e co r ded in 

CR M 

A g enc y adv i ses 
cit i zen  o n  fu r ther 

p r oce s s ( ” Che c klis t “ ) 

N e ces s ary 
ac t i ons hav e 

been dete r mi n e d 

K now l edg e Ba s e 

V 

Pre p are n ew 
doc u m e n ts 

Ag e n cy se r ves c i t i zen 
w i t h r e l e v an t 

i n f o r m a t ion on hi s new 
r e si d ence „Welcome 

K i t “ 

T i cket i ng T oo l 

D o cument s  ha v e 
bee n  pri n te d 

Ag e ncy info r m s 
cit i ze n 

T i cket i ng T oo l 

Ci t i zen has 
re c e ive d  his 
do c um e nt s 

K n o w l e d ge B as e 

in f o rm a tion 
pac k age has 

b e en s e n t 

A s k c it i z en t o 
pa r ticipa t e in 

s a t i s f a c t i o n „ su r v e y “ 
X O R 

Ci t i zen has 
r e j ec t e d 

Ci t i zen has 
a g r e e d 

A s k c i t i zen whi c h 
m e thod he pre f e r s (I V R 
or pe r sonal f eedba c k ) 

Cit i zen h as 
c ho s en  I V R 

X O R 

Ci t i z en  h as 
c hose n  pe r son a l 

int e rvi e w 

C i t i z en p a r t i c ipa t es in 
I V R ba s e d s a t i s f a ct ion 

s u r v e y 

Agen t r eco r ds citizen’s 
f eedbac k manuall y 

C R M 

A C D / I V R 

C i t i z en f eedba c k 
has been re c o rd e d 

and at t a ched  t o 
cus t ome r his t or y 

X O R 
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