
KRA Contact Center IVR Call flow

DEFAULT VALUES

 On the call flow, the media files/Prompts have been marked in yellow colour. The 

names mentioned on the call flow should be the same as the names of the recorded 

prompts for proper mapping.

 The parameters TimeOut, Max NoInput Count, Max noMatch count will be the same 

in all nodes prompting the customer to make a choice i.e. the menus of all Call-flows 

according to the following values

 Timeout = 3 seconds

 Max NoInput Count = 3 times

 Max NoMatch Count = 3 times

 If these parameters are achieved for such nodes in all Call-flows, the call will be 

routed to General.CSQ

 If the caller doesn t choose any language between English and Kiswahili after the 

repetition of the langauge.wav, the UCCX will proceed to English IVR Tree.

 To repeat menu options, press # 

 To speak to an agent, press 0

 To go back to previous menu, press *

 In case of any failure in ITax  – Call will be routing to agent

The following Contact 

Service Queus will be 

implemented

1. Custom.CSQ

2. Registration.CSQ

3. Return.CSQ

4.General.CSQ

5.General_customs.CSQ

6.AEO.CSQ

7.ITax.CSQ

8.Payment.CSQ

9.Self-Serve.CSQ



KRA_Main

Thank you for calling Kenya 
Revenue Authority Contact Centre

For English, press 1
For Kiswahili, press 2

Yes

For password reset, press 1
For pin retrieval, press 2,  

To unblock your account, press 3, 
 For income tax, VAT and other ITAX related 

enquiries, press 4, 
For import, export and other customs and border 

control related queries, press 5,
For any other inquiries, press 6

1,2,3 5

Pre-Login DTD Customs

1

2

7

Is Valid Please make a selection 
The entry provided is invalid, please 

try again 
No No Input

Is Valid Please make a selection 
The entry provided is invalid, please 

try again 
No No Input

6
Yes

4

5
6

8

10
9

Information

3

General

4



DTD

For Payments, press 1,

To file returns,  press 2

For other Itax related services, press 3

To go back to previous menu, press *

3

1

ITax

             Payment.CSQ

11

Returns

2

Is Valid Please make a selection 
The entry provided is invalid, please 

try again 
No No Input

Yes

Dear customer, your feedback is important to us, we 

may ask you a few questions at the end of this call.

To participate in the survey, press 1

To skip, press 2

14

12

13

15

PCS

1

2

Dear Customer, your call is important to us 
For validation and quality purposes, your call 

may be recorded
Kindly hold, one of our customer service 

advisors will be with you shortly.
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17

19



Pre Login

Please enter your National ID number 
and press # to confirm.

To go back to previous menu, press *

Is Valid

Back Off ice – iTax

IDCheck.wav

Please enter your 
registered year of birth

Back Off ice – iTax 

CallerStatusCheck()

Available/

Correct

Your entered year of birth does 
not match with our records please 
hold as we transfer your call to our 

customer service advisor for 
further assistance

No

The details you entered are not available in our 
records, please hold as we transfer your call to our 

customer service advisors for further assistanceNo
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39

42

41

You entered the ID 
Number

Read out the entered ID Number XXXXXX

2

1

You have entered 

Read out the entered year 
of birth

Press 1 to confirm or press 
2 to re-enter your year of 

birth XXXXX

28

30

32

33

34

21

29

31

Yes

Delays/Error

Dear Customer, we are currently 
experiencing some technical hitches, 

our IT team are working to resolve it at 
the earliest. Please hold as we transfer 
your call to a Customer Service Advisor.

40

Self- Services

The entry provided is invalid, please 
try again Is Valid

No

Press 1 to confirm or 2 to re-enter 
again

Check 

Value

Yes

Please make a selection No Input

The entry provided is invalid, please 
try again Is Valid

No

Check 

Value

Yes

Please make a selection No Input

1

2
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35

            Registration.CSQ

Dear customer, your feedback is important to us, we 

may ask you a few questions at the end of this call.

To participate in the survey, press 1

To skip, press 2

PCS
1

2

Dear Customer, your call is important to us 
For validation and quality purposes, your call 

may be recorded
Kindly hold, one of our customer service 

advisors will be with you shortly.

            Registration.CSQ

Dear customer, your feedback is important to us, we 

may ask you a few questions at the end of this call.

To participate in the survey, press 1

To skip, press 2

PCS
1

2

Dear Customer, your call is important to us 
For validation and quality purposes, your call 

may be recorded
Kindly hold, one of our customer service 

advisors will be with you shortly.

            Self-Serve.CSQ

Dear customer, your feedback is important to us, we 

may ask you a few questions at the end of this call.

To participate in the survey, press 1

To skip, press 2

PCS
1

2

Dear Customer, your call is important to us 
For validation and quality purposes, your call 

may be recorded
Kindly hold, one of our customer service 

advisors will be with you shortly.
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For password reset press1 
For pin retrieval press 2 

To unblock your account, press 3
To go back to the previous menu press *

Else press 0 to speak with an agent 

Back Off ice – iTax 

ResetPassword()

Back Off ice – iTax

PinRetrieval()

Back Off ice – iTax

UnblockPin()

1

2
3

Your password reset 
request has been 

submitted. Please check 
your email for your 
password details

Your pin retrieval request 
has been submitted. Please 

check your email after 24 
hours from now. Thank you

Your account has been 
unblocked; kindly check 

your email for a new 
password

ITax.CSQ

0

Dear Customer, do you 
require any other 

assistance?
Press 1, for Yes or 2, for 

No. 

56

68
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66

58

67

69

55

Self- Services

Successful

Successful

Successful

Yes
YesYes

Dear Customer, we are currently 
experiencing some technical 

hitches, our IT team are working 
to resolve it at the earliest. Please 
hold as we transfer your call to a 

Customer Service Advisor.

62
NO

NO

NO

63
64

65

Is Valid
Please make a selection No Input

Yes

The entry provided is invalid, please 

try again 
No

Is Valid

1

Good 

bye!

2

The entry provided is invalid, please 

try again 
In valid

52

54
53

52

72

74

75

Yes

No

Dear customer, your feedback is important to us, we 

may ask you a few questions at the end of this call.

To participate in the survey, press 1

To skip, press 2

PCS

1

2

Dear Customer, your call is important to us 
For validation and quality purposes, your call 

may be recorded
Kindly hold, one of our customer service 

advisors will be with you shortly.

            Self-Serve.CSQ

Dear customer, your feedback is important to us, we 

may ask you a few questions at the end of this call.

To participate in the survey, press 1

To skip, press 2

PCS
1

2

Dear Customer, your call is important to us 
For validation and quality purposes, your call 

may be recorded
Kindly hold, one of our customer service 

advisors will be with you shortly.
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Returns

            Returns.CSQ

Dear customer, your feedback is important to us, we 

may ask you a few questions at the end of this call.

To participate in the survey, press 1

To skip, press 2

PCS

1

2

Dear Customer, your call is important to us 
For validation and quality purposes, your call 

may be recorded
Kindly hold, one of our customer service 

advisors will be with you shortly.
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Customs

           AEO.CSQ

Dear customer, your feedback is important to us, we 

may ask you a few questions at the end of this call.

To participate in the survey, press 1

To skip, press 2

PCS

1

2

Dear Customer, your call is important to us 
For validation and quality purposes, your call 

may be recorded
Kindly hold, one of our customer service 

advisors will be with you shortly.

For Authorized Economic Operators, press 1
For General Customs Queries, press 2

            

General_Customs.CSQ

Dear customer, your feedback is important to us, we 

may ask you a few questions at the end of this call.

To participate in the survey, press 1

To skip, press 2

PCS

1

2

Dear Customer, your call is important to us 
For validation and quality purposes, your call 

may be recorded
Kindly hold, one of our customer service 

advisors will be with you shortly.
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ITax

                 ITax.CSQ

Dear customer, your feedback is important to us, we 

may ask you a few questions at the end of this call.

To participate in the survey, press 1

To skip, press 2

PCS

1

2

Dear Customer, your call is important to us 
For validation and quality purposes, your call 

may be recorded
Kindly hold, one of our customer service 

advisors will be with you shortly.
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General

             General.CSQ

Dear customer, your feedback is important to us, we 

may ask you a few questions at the end of this call.

To participate in the survey, press 1

To skip, press 2

PCS

1

2

Dear Customer, your call is important to us 
For validation and quality purposes, your call 

may be recorded
Kindly hold, one of our customer service 

advisors will be with you shortly.
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