Routing and Escalation Rulebook
Intent Routing Rules
For each intent the AI detects, state the queue or skill it routes to and the SLA. Keep the list short and tied to real contact reasons so the logic stays observable.
Intent: ________________________________
Route to (team/skill): ________________________________
Priority / SLA: ________________________________
Notes: ________________________________
Sentiment and VIP Overrides
Define how anger and customer value change handling. Angry or at-risk tickets should be promoted, and high-value accounts should reach a more experienced agent.
Sentiment trigger and action: ________________________________
VIP / high-value trigger and action: ________________________________
Catch-all for unclassifiable tickets: ________________________________
Escalation Triggers
List the exact conditions under which the bot must stop and hand off to a human, including the two-strike rule and always-human topics.
Always-escalate triggers: ________________________________
Two-strike rule: ________________________________
Always-human topics: ________________________________
Warm Handoff Brief
Specify what the bot passes to the human on escalation so the customer never repeats themselves.
Issue summary: ________________________________
What the customer already tried: ________________________________
Account and order details: ________________________________
Customer expectation set (time frame): ________________________________
Brand Safety Guardrails
State the limits on what the bot may say and do, so a hostile or clever user cannot turn support into a screenshot.
Topic scope and declines: ________________________________
No invented policy rule: ________________________________
Tone floor: ________________________________
Action limits (refund threshold, gated changes): ________________________________
