Agent: "Hi! Thanks for calling. Let me walk you through the app option step by step."
Customer: "Okay, sure. I've been trying to figure out how to get started."

Agent: "Perfect! So here's how it works. First, you download the app from your phone.
Then, you create your login with your email and password. MNext, you verify your email by
clicking a link. After that, you fill out your profile information. Finally, you're all set to use the
platform. Are you with me so far?"

Customer: "Yeah, I'm following. But I'm worried about that verification part. What if
something goes wrong?"

Agent: "That's a great question. Before we work on that, let me know, Does this make sense
so far?"

Customer: "No, it makes sense. | just want to make sure | don't mess it up."

Agent: "l totally understand. Take your time with it. Let me explain both options, and then
you can decide which one works better for you. We also have an in-person option where
one of our specialists can walk you through everything."

Customer: "Oh, there's another option? Tell me about that."

Agent: "Let me make sure | understand what you're asking. You want to know if the
in-person option might be better for you, right?"

Customer: "Yeah, exactly. I'm just nervous about doing it on my own."

Agent: "That's completely valid. So let me summarize to make sure | understand—you're
worried about the app setup, but you also want to know what the in-person option looks like.
Is that right?"

Customer: "Yes, that's it."

Agent: "Perfect! You've got it exactly right. So with the in-person option, you come to our
office, and a specialist sits with you and walks you through the whole thing on a computer
together."

Customer: "How long does that take?"

Agent: "About 30 minutes. If everything goes smoothly, you'll walk out with everything set up
and ready to go."

Customer: "Okay, that sounds good. But which one do you think | should do?"

Agent: "That's a good question. Let me ask you something else. Do you prefer doing things
on your own time, or would you rather have someone there with you?"

Customer: "| think I'd feel more confident with someone there, honestly."

Agent: "That's totally fair. Don't forget—even with the app option, we're available 24/7 if you
need help. But | hear you. Make sure you know that both options are equally easy. Now tell
me about your schedule. When would you be available to come in?"

Customer: "l could probably do it next Tuesday or Wednesday."

Agent: "Excellent! That's right. We have appointments available both days. Let me hear
about what time works best for you. Morning or afternoon?"

Customer: "Afternoon would be better for me."

Agent: "Perfect! I'm going to get you scheduled for next Tuesday at 2 PM. Does that work?"
Customer: "Yes, that's perfect. Thank you so much for walking me through all of this."
Agent: "You're very welcome! You made the right choice. We'll see you next Tuesday!"
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