
Start: User Reports Issue

Path 2: Mobile Data Issues

Issue Resolved Transfer to Human Agent

Step 2.0: Check if user is facing a data issue

Path 2.1: Unavailable Mobile Data

Path 2.2: Slow Mobile Data

Speed Test shows
'no connection'?

Step 2.1.1: Verify Service Issue

Yes (No Connection)

Speed Test shows
'Excellent'?

Yes (Not a data issue)

Step 2.2.1: Check Data Restriction Settings

No (Slow data)

Step 2.1.0: Check if user is facing an unavailable mobile data issue

Ask user to rerun speed test
after Path 1 resolution

After Path 1 complete

 Run Path 1: No Service

Troubleshooting First

Follow Path 1

Data connectivity
restored?

Yes (Connectivity restored,
speed excellent)

Step 2.1.2: Verify if user is traveling

No

Yes (Connectivity restored
but speed not excellent)

Check Roaming Settings

Yes

Step 2.1.3: Check Mobile Data Settings

No

Data Roaming OFF?

Ask user to turn Data Roaming ON

Yes

Verify line is roaming enabled

NoAsk user to rerun speed test

Connectivity Restored?

Yes (Connectivity restored,
speed excellent)

No

Yes (Connectivity restored
but speed not excellent)

Line not roaming enabled?

Enable roaming for user (no cost)

Yes

NoAsk user to rerun speed test

Connectivity Restored?

Yes (Connectivity restored,
speed excellent)

No

Yes (Connectivity restored
but speed not excellent)

Mobile Data OFF?

Ask user to turn Mobile Data ON

Yes

Step 2.1.4: Check Data Usage

No Ask user to rerun speed test

Connectivity Restored?

Yes (Connectivity restored,
speed excellent)

No

Yes (Connectivity restored
but speed not excellent)

Data Usage Exceeded?

No (Data not exceeded)

Ask user: change plan or refuel data?

Yes

Change Plan?

Gather available plans

Yes (Change Plan)

Ask how much data to refuel

No (Refuel Data)

Ask user to select a plan

Apply the plan

Ask user to rerun speed test

Confirm the price

User Confirms Refuel?

No (User declined refuel)

Apply the refueled data

Yes

Connectivity Restored?

No

Speed 'Excellent'?

Yes

Yes

No

Step 2.2.0: Check if user is facing a slow data issue

Data Saver ON?

Ask user to turn Data Saver mode OFF

Yes

Step 2.2.2: Check Network Mode Preference

NoAsk user to rerun speed test

Speed 'Excellent'?

Yes

No

Set to older network (2G/3G)?

Ask user to change network to include 5G

Yes

Step 2.2.3: Check for Active VPN

NoAsk user to rerun speed test

Speed 'Excellent'?

Yes

No

VPN Active?

No

Ask user to turn off VPN

Yes

Ask user to rerun speed test

Speed 'Excellent'?

Yes No


