10-Step Checkli

to Create an Al
Support Agent

A practical guide for product, support, and operatio
leaders who want Al agents that actually deliver.
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Al in customer service has
moved from experiment to
standard practice. Two thirds of
service organizations are already
running Al agents, and nearly
every CX leader reports direct
pressure from executives to
deploy in 2026.

Strong deployment results, however, depend
entirely on how you build and run the agent.

Most companies learn deployment the hard way. They
rush the setup, skip critical steps, and wonder why the
agent underperforms. This checklist shows you what to
do and where teams typically fall short.

of service organizations
now run Al agents.
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https://www.salesforce.com/news/stories/ai-service-agents-improve-customer-satisfaction/
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Why Companies Are
Deploying Al Agents

The returns are fast and the economics are clear. Companies see results within weeks,
not quarters, and every dollar invested comes back multiplied.

$3.50 —70% —41%

returned for every $1 of companies see first-year returns.

invested in Al support. value within 60 days.
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https://www.idc.com/wp-content/uploads/2025/09/EUR252385524_Microsoft_CEMA_InfoBrief-Extended-Sept-2025.pdf
https://fin.ai/learn/roi-ai-customer-service-agents-benchmarks
https://www.salesforce.com/news/stories/ai-service-agents-improve-customer-satisfaction/
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KNOWLEDGE BASE

Step 1

Build Your
Knowledge Base

Your agent can only be as good as the information it has access to. That
rule holds here more than anywhere else in tech.

e Map common customer questions to direct
answers.

e Include product docs, troubleshooting flows,
known-issue logs, escalation paths.

e Remove: outdated content, deprecated
features, generic marketing copy.




Step 2

Find the Right
Al Platform

Not all Al support platforms are built the same. Choosing the right platform will
determine how fast you deploy, how well the agent performs, and how much your
team has to fix later. For chat and email, common options include OpenAl,
CoSupport, and SupportResponse. For voice, Eleven Labs and DigitalOcean.

lIElevenLabs

ss¢ SupportResponse

How to Choose the Right Al Platform

Define your You will need a text-based agent for chat and email,
primary channel and an Al voice agent (e.g. SupportVoice) for phone
support.

Knowledge base Look for platforms that ingest URLs, documents, and
ingestion past tickets automatically.

7 DigitalOcean
Escalation Must hand off to a human with full context. Check if
handling it is configurable across all channels.
Compliance Confirm PCI DSS, GDPR, and HIPAA compliance and
posture 1ISO 27001 certification before you sign.

Al PLATFORM




ADD WEBSITE

Step 3

Create an Account
and Add Your Website

e Connect your URL. Good Al
platforms scan it automatically.

e Audit what was pulled in before
moving on.

e Remove outdated pages and
deprecated product information.




Step 4

b Customize the

Appearance
Al Agent

e Setyourlogo, brand colors, and
agent name.

4

@ Add Logo e Write starter questions to guide

customers to common resolution paths.
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Step S

Choose Your Model
and Train the Agent

Test at least two LLMs against your real support
scenarios, such as CoSupport, OpenAl, or Claude.

e Test at least two LLMs against your real
support scenarios.

e Theright model depends on ticket volume,
product complexity, and question nuance.

e Shape tone through written custom
instructions.

CHOOSE MODEL




Step 6

Set the Tone and
Hey! Ask me anything. Esca|ation RU'QS

Most teams skip this step. Most teams later regret it.

Friendly
o:: Hi! How can | help? . . .
1 PY Define how the agent introduces itself and
handles frustrated users.
Professional
e Set clear escalation triggers: specific topics,
Hello. How may | assist you today? user language, or frustration signals.

e Custom instructions are the difference
between an agent that feels like your brand
and one that feels like a generic bot.

TONE & RULES




Step 7

Test Before
You Go Live

e Tlest edge cases: unusual phrasing, multi-
part questions, hostile tones.

P Document every failure. Fix the
knowledge base. Retest.

e Tlesting "easy" questions only is how bad
agents slip through to production.




e8¢ SupportResponse

<iframe src="https:// your-
domain.com/webchat/chat-
iframe.htmI|?id=YOUR_CHAT_ID"

id="chat-iframe" />

Copy code

‘

Copy code

Step 8

Deploy Your
Al Agent

Simply copy the Al Agent script and paste it into your website code
or plugin. See example from SupportResponse on the left.

e Embed code directly or via plugin
(WordPress, Shopify, etc.).

e Use atwo-phase rollout: low-traffic
page first, then site-wide.

e Omnichannel platforms deploy across text,
in-app, voice, and socials from one setup.

DEPLOY




Al Agent « Online

Hi, how can | help you today?

My CRM integration is not working

Identifying ticket complexity: L2 issue

Connecting you to our technical
specialist...

Just a moment, I’m checking your
integration

Step 9

Monitor Live
Conversations

Deploying the agent is not the finish line. It is where the
real work begins.

PY Look for questions the Al agent
could not answer.

e Catch responses that answered but
clearly missed the customer's intent.

e Flag escalations that could’ve been
resolved with better training data.

MONITOR




The teams with the best Al agents
do not necessarily have better
tech. They have better workflows.

Step 10

Retrain, Improve,
and Retest

e Update the knowledge base from what live
monitoring reveals, and add Q&A pairs for
every unanswered question.

e After every update, run your full library of
test questions. No exceptions.

Your product changes. Customer language
changes.

IMPROVE



Watch Out

Common Problems and How to Fix Them

Issue

Responses are too generic

Hallucinated facts

Failure to escalate

Quality drops after an update

Fix

Knowledge base entries are too broad. Rewrite with
product-specific detail.

Tighten custom instructions: ask follow-up questions,
or transfer the customer to a human agent.

Define clear escalation triggers in custom instructions:
specific topics, user language, or frustration signals.

Maintain a test library and run it after every update.

WATCH OUT



SupportYourApp's Al Solutions

Hello, | need help.

0
see  Sure, what’s wrong?

Can’t log in at all.

’ll reset it for you.

SupportResponse

Al agent for chat, email, and socials.
Covers L1-L2 support autonomously
with escalation for complex cases.
Runs in 45+ languages.

Explore SupportResponse

INTRO KNOWLEDGE BASE

SupportVoice

Al voice agent for inbound and
outbound calls. Runs 24/7 in 30+
languages without a human agent
on the line.

Explore SupportVoice

Al PLATFORM  ADD WEBSITE  CUSTOMIZE

CHOOSE MODEL

«

SupportBrain

Empowers agents to work faster.
Learns from your docs and ticket
history, and suggests, drafts, and
improves answers. Sends replies

after a human approves.

Explore SupportBrain

TONE & RULES  TEST DEPLOY MONITOR

IMPROVE

WATCH OUT
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SupportCRM

Al-assisted unified inbox for email,
chat, voice, and socials. Tracks
customer conversations across all
interactions so agents and Al always
have full context.

Explore SupportCRM

OUR SOLUTION



https://supportyourapp.com/ai-customer-support-agent/
https://supportyourapp.com/ai-voice-agent/
https://supportyourapp.com/human-in-the-loop-ai-customer-support/
https://supportyourapp.com/products/supportcrm/
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Get Your Al Agent Now
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