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CAI AGENTS - EXPLAINER 2026>

A Chatbot Answers. An Operational Agent Finishes
the Job.

One after hours customer call run through both, the five parts that make an agent operational, and
how to tell areal agent from a chatbot with a new label.

A chatbot answers questions. An operational Al agent uses connected tools to complete the request on the
call: it makes the change, confirmsitandleaves arecord.

B Onecall, tworesults: "Canl move my Thursday service to Saturday?"

Moment Simple chatbot Operational agent

Move the booking Texts alink to the booking page Finds the booking by mobile number

Is Saturday free? Quotes Saturday hours Checks the calendar live, offers 8.30 or 10am
Brake check included? "Callin business hours" Reads the booking and price list

The change Nothing changes Moves the job, frees Thursday

Afterwards Atranscript nobody reads SMS confirmation plus a written summary

The finish line test

When the conversation ends, has something in your business actually changed, correctly, with the customertold and a
record left? If staff still have to do it tomorrow, it is a chatbot.

B The five parts of an operational agent

Knowledge: your prices, services, hours and policies.

Tools: calendar, SMS, customerlookup, posting outcomes. The operational part.

Rules: what is urgent, what needs a person, what it must never promise.

Handover: a warm transfer with context, or abooked callback.

Arecord: transcript, summary and outcome for every call.

Why chatbots disappointed

They were measured on deflection, which counts a caller who gave up the same as one who was helped. Ina Gartner
survey (July 2024) 64% of customers said they would prefer companies did not use Al in service. Al that cannot finish the
job, orreach apersonwho can, getsresented.
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B What theresearch says B Which calls need an agent

® Gartner(Mar2025): agentic Alto resolve 80% of ® Hoursandlocation: achatbotis fine.
common service issues without a person by 2029,
cutting operating costs 30%.

® New bookings andreschedules: agent.

® Urgentafterhoursjobs: agent, with triage rules.
® Gartner(Jun2025): over 40% of agentic Al projects

cancelled by end of 2027.

Only about 130 of thousands of "agentic" vendors
are the real thing.

® Complaints: capture detail, get to a person fast.

B Guardrails that make it safe

Only the tools the job needs. Keep access narrow.
Confirm before it commits. Read the change back to the caller.

Write down what it must never do, in plain English.

Always a way to a person, or a clear callback time.

0 Make "l do not know" a proper answer and take a message.
@ Keepandreadtherecord, weekly at first,
[ ]

Measure resolution, not deflection

Resolved on the call Rising as you add tools and rules

Handed to a person Stable, with clearreasons

Rework by staff Low, each case becomes arule

Jobs booked after hours The number foryour accountant
Start with one job

Pick one task that endsin an action, such as after hours bookings. Connect only the calendar and SMS, test it with
twenty calls, run it after hours first and read the summaries every morning.
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