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Signs Your Customer Service 
is Ready for AI

Key Steps for Integrating AI 
Automation into Your Customer Service

Get Started



Picking Up 
The Pace

READY, SET, 
LET’S GO! 

AI is a game-changer in the 
customer service world. When done 
right, automation lowers response 
times, boosts CSAT, and allows 
agents to do more strategic work. 
Because AI performs repetitive tasks 
better than humans, customers 
get accurate answers faster. You 
can provide 24/7 service to a large 
customer base. Not only that, 
automation reduces costs 
long-term. 

But if you’re reading this, odds are 
you’re already aware of the many 
ways AI automation can enhance 
customer service (and ultimately 
your business!). You also likely 
have a lot of interest in leveraging 
AI to uplevel your CX. You may 

already be seeking out solutions 
and taking those first steps towards 
implementation.

When it comes to new technology, 
it’s important to determine if it’s 
the right solution before diving into 
the deployment process. AI is no 
different. To maximize the benefits of 
AI, you have to make sure that your 
business is both ready and set up for 
success. Not only will it save you time 
and resources, but it will help you get 
the results you’re looking for.

In this playbook, you will learn the 
signs that your business is ready for 
AI, the keys to ensuring that you’re set 
up for success, and how you can go 
get started. 
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Service is Ready for AI
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You have a helpdesk software.

Your policies are standardized.

You have high volumes of 
repetitive ticket types.

With a helpdesk in place, AI offers both speed 
and precision for resolutions. If you do not yet have 
a helpdesk, it’s a step you’ll want to take before 
implementing AI. 

It is imperative to have standard procedures 
for handling customer issues. Without 
established protocols, AI will not be able to 
function effectively.

You need a big enough problem for AI to solve 
and consistent responses with which to help solve 
it. Repetitive ticket types are perfect for AI: unlike 
human agents, it can quickly handle large amounts 
of repetitive requests without burning out or getting 
frustrated. It also allows your human agents to focus 
their time and energy on providing more meaningful 
experiences.

   : Thankful is partnered with every major 
helpdesk and natively integrates with your 
existing helpdesk and business systems. 

   : Resolving large volumes of tickets is one 
of the things Thankful does best. Like all good 
machine learning, its performance strengthens 
as it collects more data.

READY.SET.GO
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You have a high volume of tier 1 
customer support tickets.

Your agents are overwhelmed.

You experience spikes in ticket 
volume.

Your data is structured and 
accessible.

You’re excited about what AI 
can do for your business.

Tier 1 tickets, such as order tracking or account-
related inquiries, are ideal for AI because they can 
be handled with speed and precision. 

When agents get burnt out, they’re more likely to get 
frustrated and make mistakes. It can also contribute 
to an increase in wait times, making customers even 
more impatient. AI can help alleviate pressure on 
agents while ensuring customers are receiving the 
quick and accurate service they expect. 

If your ticket numbers soar during certain times, 
it can be hard for agents to keep up. AI helps by 
scaling and responding just as quickly to 1,000 
tickets as it does to ten. This enables you to provide 
your customers with quick and consistent service, 
even when there is a huge influx in tickets.

If the answers to your customers’ problems are 
written on scraps of paper or exist as a PDF, then 
AI solutions will not be as useful. The data must be 
stored in a database that is accessible via API or 
webhooks. 

Like any technology implementation, willingness 
and excitement are essential for long-term success. 
Whether your business is new to AI or you’re ready 
to level up your AI solution, it’s important that your 
team is ready to hop on board. The more you are 
willing to opt-in, the more you will get out of the 
technology, and the more your CX will improve!

   : Thankful’s AI Agent can fully resolve 
over 50 types of customer problems.
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Revisit Your Policies

Choose the Best AI Partner

Link to the Right Processes

The most advanced AI solutions will align 
response-flows to your brand and policies. 
Before starting the process, take a deep look at 
your policies and ensure they are meeting your 
customers’ needs. The more customer-centric your 
policies are, the happier your customers will be.

Integrating AI automation into your business is 
a process, and having a third-party partner can 
ensure that you stay on the best track. The right 
company will guide you through the planning and 
implementation; providing expertise on how to 
best optimize AI for your business. For best results, 
you will also want a partner that can align their AI 
solution with your brand to ensure customers receive 
responses that follow your policies and brand tone.

It doesn’t make sense to put your AI in charge of 
unique tickets or resolve problems that haven’t 
happened before. AI is best-suited for repeat tickets 
like shipping and returns questions, password resets, 
and tracking help.

So be sure to understand when and when not to 
use AI. Double-check that you have airtight standard 
processes in place. Because if you put AI where it 
doesn’t belong, it could create more work and errors 
for your agents to clean up.

   : Understanding the nuance in your business, 
Thankful’s expert training team delivers AI 
models that are tailored to your business; 
following your policies and reflecting your 
brand identity. 
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Grant OMS Integration Access

When integrating your AI Agent with your helpdesk and order management systems, it’s 
important to understand each integration tier and grant access based on the key functionalities 
you would like your AI Agent to have. 

Helpdesk Integration 

Thankful’s AI Agent gathers information 
from within your helpdesk to provide fast 
and personalized responses to customers 
when order information is not required in 
addition to delivering AI intuition to your 
human agents.

Helpdesk Integration + OMS Read Access

Further optimize your AI Agent by integrating it with 
your order management systems. With the ability to 
collate information from both your helpdesk and OMS, 
Thankful’s AI Agent can deliver even more personalized 
service.

Helpdesk Integration + OMS Read & Write Access

Get the most out of Thankful’s AI capabilities with full helpdesk and 
OMS integration and accessibility. Just like a human agent, Thankful’s AI 
Agent gathers information from your helpdesk and OMS, fulfills change 
requests within those systems, responds to, and fully resolves tickets.   

   : To Maximize your AI Agent’s capabilities, the 
Thankful team recommends granting full OMS 
Read & Write Access.

Learn more about the key functionalities of 
each integration level here.

https://www.thankful.ai/hubfs/Content/Thankful_Helpdesk_OMS_Integration_Overview.pdf
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Make the experience 
frictionless for customers

Remain personal

Name Your Agent

Build trust between AI and 
agents

Customers want a smooth experience, from hopping 
on your site to buy new shoes to ticket resolution. 
Your AI should interface well with your customers 
and your platform. Any automation should feel 
personalized. Customer experience should remain 
number one throughout the process.

There’s no sense in achieving a fast implementation 
at the risk of losing customers or lowering CSAT 
scores. Pace your execution to allow customers to 
have a seamless transition.

Through text analysis, AI collects data to better 
understand each customer, and recommend 
products or helpful guides. So even with automation, 
customers can feel cared for and valued. 

Even though your AI Agent isn’t a human, it will be 
delivering human-like experiences and be a member 
of your team! Help bring your new agent to life by 
giving them a name. Their name can reflect your 
brand or just be a name that you like. Have fun with 
it and get your human agents involved in the naming 
process!

AI is meant to augment human agents. Your support 
team should know why you’ve chosen to implement 
AI, know all about the AI system and its basic 
functionality, the purpose behind it, why it is being 
utilized, and how their roles might change for the 
better. 
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Refine your strategies and 
processes

Test, evaluate, and adapt

The right AI partner and technology will enable you 
to easily test strategies, processes, and promotions. 
For optimal success, pinpoint your focus and create 
clear procedures and responses. This nuance 
includes naming conventions; establishing distinct 
terms for different actions and promotions will 
increase veracity for both your AI Agent and 
human agents. 

The benefits of AI automation in customer service 
are high: faster response and resolution times, 
improved customer satisfaction, greater consistency, 
and reduced costs. Implement with a clear plan to 
ensure you maximize its capabilities over time.

Continually test the system, evaluate how consumers 
respond, and make adjustments. For the best 
success, find an AI partner who will walk with you 
every step of the way.
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 Once you’re ready for AI and have set your team up for 
success, it’s go time! 

Each AI partner has their own approach, but at Thankful 
we have a four-step process that is designed to deliver maximum 

value with minimum effort on your end:

1.

2.

Meet Thankful

Free Service Scorecard

Half-hour discovery session to see Thankful live 
in-action and to discuss your use-cases, requirements, and goals.

Thankful Service Scorecard provides your company with a visual 
representation of the impact AI can have on your business by measuring 
its ability to understand and classify your incoming tickets. It determines 
what percentage of inquiries our AI can engage on and resolve; providing 
you with a nuanced breakdown of your business and how Thankful could 
add value. The Service Scorecard is generated from a Ticket Analysis and 
a Response Review.

Integrating with your helpdesk in less 
than 15 minutes, Thankful collects only 
the information that is directly written 
into helpdesk tickets from the end-user. 
It does not collect information from your 
support team’s responses. Thankful does 
not reply or otherwise engage with any 
tickets or customers during the analysis.

The Thankful team collaborates with your 
team on a Response Review to review 
the steps taken for different customer 
requests, confirming that Thankful can 
provide customers with an exceptional 
experience that matches your brand’s 
policies.

Response ReviewTicket Analysis
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3. 4.Integration & Response Flow 
Planning

Proof of Concept

Thankful takes on the heavy lifting for integrations 
and response flow planning with your team’s 
guidance and direction.

Thankful performs small-batch trials, continually 
iterating and improving as it takes on larger ticket 
volumes and moves to a full 24/7 deployment.



Crossing the 
finish line

The benefits of AI automation in customer service 
are high: 

Implementing AI when your business is ready 
and has a clear plan will ensure you reap all the 
rewards. 

Meeting the readiness requirements and following 
the steps outlined in this playbook will keep you 
on the right path. For the best success, find an AI 
partner who will walk (or run!) with you every step of 
the way.

improved customer satisfaction

reduced costs

greater consistency



About Thankful 
Thankful is the only artificial intelligence platform on the customer’s 
side; understanding what they want and delivering the omnichannel 
service they need. Like a human agent, Thankful’s AI routes, assists, 
translates, and fully resolves large volumes of customer queries across 
all written channels - giving customers the freedom to choose how 
they want to engage. Partnered with every major helpdesk, Thankful 
delivers business insights and AI agent services for the world’s largest 
brands, including Crate & Barrel, Ralph Lauren, Bombas, Pura Vida, 
and MeUndies.

See Thankful’s AI In Action

https://www.thankful.ai/demo
https://www.thankful.ai/demo

