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Current Design: Customers calling the county IVRs with an existing case with discontinued 

or denied programs (no active programs) are told that the information they 

provided does not match out records and are unable to authenticate.  

Request: Customers calling the county IVRs with an existing case with discontinued 

or denied programs (no active programs) should be able to authenticate.  

Recommendation: 1) Update the Do Login Lambda to handle discontinued/denied cases (no 

active programs)  

    a) If a customer is associated to a single case with no active programs, 

log them in and send them to the Program Menu.  

    b) If a customer is associated to two cases and one is discontinued, log 

them in to the active case.  

    c) If a customer is associated to two cases and both have no active 

programs, log them in and send them to the Program Menu.  
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