


OVERVIEW

What to automate, review, or escalate in support

Business leaders and customer-support teams

This guide defines how to apply AI to common support tasks with preserved human
oversight. It translates risk, uncertainty, and data availability into actionable automation
rules.

Key move Define a single, measurable pilot and review after one week.

PRACTICAL CHECKLIST

01 Automate routine, well-defined interactions (FAQs, order status, simple password resets) with
high confidence.

02 Keep human-in-the-loop for policy exceptions, refunds above threshold, or any PII/legal risk.

03 Use data/tools required: CRM data, knowledge base, ticketing system, intents, sentiment, audit
logs, escalation contacts.

04 Guardrails: rate limits, error budgets, retry policies, logging, privacy controls, escalation path.

05 Measure success: containment rate, first response time, resolution time, human handoff rate.

06 Ownership: process owner, data steward, governance sponsor; weekly reviews.

07 Start small: pilot one subprocess per week and document decisions.
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DECISION MATRIX

Escalation Decision Rules

Business leaders and customer-support teams

This page translates risk and uncertainty into concrete actions. Use the matrix to decide
whether to continue automation, seek approval, hand off, or escalate.

Key move Define ownership; start small, learn fast.

PRACTICAL CHECKLIST

01 Continue automation for high-confidence intents (80%+), low risk, no PII.

02 Request approval for medium-risk cases needing policy context or refunds above threshold.

03 Hand off to a specialist when context is partial or domain expertise is needed.

04 Escalate immediately for high-risk or highly sensitive issues (PII, fraud, legal).

05 Data/tools required: CRM context, ticket history, KB, intents, sentiment, escalation lists.

06 Metrics to monitor: containment rate, time-to-resolution, escalation rate, agent workload.

07 Adopt steps: Week 1 map flows; Week 2 pilot 5 intents; Week 3 add escalation rules; Week 4
measure and adjust.
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GOVERNANCE & RISK

Risks, guardrails, approvals, and ownership

Business leaders and customer-support teams

Automation in support creates risk if governed poorly. This page covers guardrails,
approvals, success metrics, and ownership.

Key move Always document decisions and reflect on lessons learned.

PRACTICAL CHECKLIST

01 Privacy and compliance: enforce data minimization, consent logging, and PII safeguards in all
automation workflows.

02 Approvals: define who approves changes (Support Ops Lead, Legal, Data Privacy).

03 Guardrails: rate limits, error budgets, fallback paths; monitor performance; alert thresholds.

04 Escalation criteria: triggers include PII risk, policy breach, high frustration, or legal risk.

05 Metrics: containment, FCR, CSAT, SLA adherence, and staff workload.

06 Ownership: assign process owner, data steward, platform owner, governance sponsor;
schedule weekly governance reviews.

07 Adoption governance: monthly risk reviews; incident post-mortems; update plan.
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ABOUT THE CREATOR

Suhas Bhairav
I build AI systems that combine distributed architecture, retrieval, knowledge graphs,
security, and practical workflow design. My focus is AI that can be used repeatedly by real
teams: understandable, reliable, and grounded in the work people already do.

EXPERTISE

Principal systems architecture and applied AI engineering

Production-grade AI systems, agentic workflows, RAG, and knowledge graphs

Full-stack workflow applications across AWS, Google Cloud, Azure, on-premise, and hybrid
environments

Practical AI implementation patterns for automotive, manufacturing, finance, logistics,
cybersecurity, sales, and customer operations

Security, governance, observability, approvals, and failure-mode thinking for operational AI
systems
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