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Finding the right AI agent use cases for customer service

Finding the right AI agent use 
cases for customer service
A smooth deployment with a generative AI agent depends on choosing the best use cases to 

target first. Choose the right ones, and you’ll prove the agent’s value to the business quickly. 

But choose badly, and you won’t know for sure how big the benefits could be. It isn’t just the 

question of temporary underperformance. It’s about what comes next. If you’ve chosen the 

wrong use cases to target, you won’t have much luck fine-tuning, and that could leave you on 

shaky ground with internal stakeholders. 
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How do you choose which 
use cases to target?
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Based on our experience deploying the CXP (Customer Experience 

Platform) with GenerativeAgent® in enterprise contact centers, 

ASAPP has developed a reliable, data-driven process to analyze your 

interactions and identify good candidates for automation. For each 

intent, we work with your team to determine the containment and 

resolution rate, assess the potential for labor hour savings, and establish 

what steps are required to resolve the customer’s issue.

 

With the results of this analysis, you’re well equipped to make informed 

decisions about which use cases you’d like to target first. This is a 

collaborative process. We provide analysis and expert guidance. You 

make the decisions at every step.

Identifying the right cases starts with a thorough examination of your contact center’s interactions 

to understand why customers get in touch and the steps required to resolve their issues.
GenerativeAgent is more than just a 

customer-facing AI agent. It’s also the core of 

the ASAPP CXP (Customer Experience 

Platform). The CXP brings every interaction, 

workflow, and customer signal into one 

intelligent system that resolves issues, 

enforces policies, and acts across enterprise 

systems. Unlike CCaaS or conversational AI 

tools that stop at simple deflection or routing, 

the CXP handles complex, multi-step 

workflows with accuracy, safety, and control 

while tailoring every step to the individual 

customer’s context. 

GenerativeAgent and 
the ASAPP CXP

Regardless of which AI agent you’re deploying, 

it’s helpful to remember that the overarching 

goal is to identify the use cases that 

• Your current automation cannot contain

• Your AI agent will either be able to 

resolve on its own or with the assistance 

of a human in the loop

• Will lower costs by reducing required 

labor hours Learn more about ASAPP CXP

https://www.asapp.com/cxp?utm_campaign=34417250-content&utm_medium=print&utm_source=ebook&utm_content=finding-the-right-ai-agent-use-cases-for-customer-service
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generative AI agents 
transform contact centers
Real, enterprise-ready use cases across 
6 industries—designed to automate 
faster, cut costs, and elevate CX

100 ways 

Dowload your guide

https://www.asapp.com/resource/100-real-use-cases-for-generative-ai-customer-service-agents?utm_campaign=34417250-content&utm_medium=print&utm_source=ebook&utm_content=finding-the-right-ai-agent-use-cases-for-customer-service
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There’s not much point in starting with use cases that your existing 

automation already handles well. The goal is to automate interactions that 

currently require human labor to resolve. Simply shifting interactions to 

GenerativeAgent from your existing bots, virtual agents, or IVR won’t 

deliver any savings.

With that in mind, it’s a good idea to target intents with low containment. 

Those could be intents that your existing automation attempts to handle, 

but too often fails to contain and resolve. Or it could be intents that are 

currently routed to human agents from the beginning. 

Which intents have low 
containment with your current 
automation?

Identifying customer 
interactions with high 
automation potential

We start with a collection of your actual customer interactions. 

Using natural language techniques, we analyze the conversations 

to assess the potential for automation with GenerativeAgent. To do 

that, we work with you to answer these questions.
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Understanding why each type of interaction is not contained can help you 

zero in on the best candidates for automation with an AI agent. 

Other intents with low containment might require specialized skillsets, human 

judgment, or relationship-building. You’ll want to keep assigning those intents 

to human agents, at least for now. You’ll have plenty of opportunity to 

reconsider them as you expand your list of use cases in the future.

Why are these interactions 
not contained?

For some intents, the reasons for low containment 
are related to the limitations of your existing 
automation. Those are likely good candidates for 
a generative AI agent. 
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These are the conditions in which low 
containment translates into high potential for 
automation with a generative AI agent:

Customers need more specific and detailed answers 
than your existing automation can provide.

1.

2

3

4.

5.

The resolution requires applying complex policies 
that are difficult to code into a bot flow.

An API returns too much data for a deterministic 
bot or virtual agent to handle.

The conversation can take many different paths, 
making it impossible to map into a deterministic flow.

Your IVR or virtual agent can answer the main question, but 
struggles with the follow-up questions many customers ask.

When low containment = 
high automation potential

Rethinking your routing

Your routing method won’t determine which 

use cases you should target. But it’s a good 

idea to consider how incoming interactions 

will be routed to your generative AI agent 

before you decide on your first use case. 

If customers will first interact with an IVR, 

virtual agent, or other routing solution, you’ll 

need to plan for that technology to identify 

the intents that you expect the AI agent to 

handle. If the right interactions are not routed 

to the AI agent, you won’t be able to evaluate 

its performance or its impact on your contact 

center. So, it’s important to plan ahead for 

accurate routing.
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What’s the potential savings in 
labor hours for each intent?

Interaction volume is a key factor in labor hour savings. Customer intents that 

drive high volume are often good candidates for your first use cases. But don’t 

automatically disregard lower-volume intents, especially those with large 

Average Handle Times (AHT). If an intent requires your agents to spend a lot of 

time combing through knowledge articles and complex policies to come up 

with a clear answer, the labor hour savings could be substantial even with 

lower volume.

Technical Issue 
Troubleshooting

Account 
Cancellation

Payment 
Processing

Billing Inquiry

Schedule 
Appointment

Service Upgrade

Equipment 
Return

22.0% [# 110]

17.8% [# 89]

17.0% [# 85]

13.6% [# 68]

8.6% [# 43]

7.4% [# 37]

6.6% [# 33]
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The ASAPP CXP (Customer Experience 

Platform) expands automation potential with 

GenerativeAgent with an innovative 

Human-in-the-Loop Agent workflow. 

When GenerativeAgent hits a roadblock, it can 

ask a human advisor for information, 

guidance, approval for a particular action, or 

even to perform a task. When it gets what it 

needs, it continues resolving the customer’s 

issue on its own. 

Extending 
GenerativeAgent 
capabilities with HILATM

Which intents were resolved by human agents 
without escalation?

Most generative AI agents can transfer a customer to a human 

agent when necessary, but there’s usually no carryover of 

context. Combine this with waiting in a queue for an available 

human agent, and the result is often repetitive and 

time-consuming. It’s a disruptive and disconnected experience. 

Some AI agents handle the transfer more seamlessly, passing 

conversation and history to the human agent. GenerativeAgent 

does even more. It can consult a human agent for information or 

guidance—without transferring the customer.

Considering use cases that require a human in the loop

For each intent, we determine what percentage of interactions successfully resolved the customer’s issue without a transfer or having 

the customer abandon the interaction. Interactions that your agents resolved in the first contact without escalation to a specialist or 

supervisor are likely good candidates for your AI agent to resolve, too.

It’s important to keep in mind that reducing required labor hours 

without sacrificing customer satisfaction is a primary goal for any 

generative AI agent solution. So, use cases that require 

escalation or consultation with a human in the loop could still be 

good choices, even for your initial launch. If the AI agent can 

reduce the burden on your team by handling the bulk of each 

interaction for a particular intent, the time savings could be 

substantial. If it leads to faster resolutions with less effort, it’s a 

win for your customers, too. Learn more about HILA

https://www.asapp.com/customer-experience-platform/human-in-the-loop?utm_campaign=34417250-content&utm_medium=print&utm_source=ebook&utm_content=finding-the-right-ai-agent-use-cases-for-customer-service
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Understanding the steps the 
agents took to resolve the 
customers’ issues is important 
because GenerativeAgent will 
need to follow the same steps.

What tools did the agents use to resolve 
the issue?

Once we’ve identified which intents are good candidates for automation based on potential labor 

hour savings, containment, and resolution, we examine the tools the agents used to resolve the 

customer’s issues. Specifically, we detect which systems and knowledge articles the agents 

accessed during the interactions. 

To make this determination, we rely on the responses the agents provided to the customer at each 

step. If a response contains general information about products, services, or policies, we conclude 

that the agent relied on the knowledge base (or other designated source of truth) for that 

information. If a response includes customer-specific information, we conclude that the response 

required the agent to access another system, such as your CRM. Some responses require 

information from both the knowledge base and another system. 
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Which tools are already available for the AI agent to use?
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For each task an AI agent must perform, it needs the right tools. For some tasks, it will need accurate knowledge articles on relevant 

topics. For others, it will need APIs to access other systems and retrieve the necessary information. 

Our team generates a list of APIs that will be needed based on each task the agent performs. For example, if a customer asks to 

cancel their account, the agent might need to perform multiple tasks, such as account cancellation, service cancellation, and 

arranging for equipment return. An API would be required for each of these tasks.

At this stage, the ASAPP team will work with you to determine which knowledge articles and APIs you already have and which ones 

you will need to create. Naturally, interactions that rely on tools that already exist can be deployed more quickly and with less effort 

on your part. These are likely your best bet for first use cases. 

Most AI agent providers require APIs 

specifically built to work with their solution. 

But chances are, your APIs weren’t designed 

for an AI agent. That can create a major 

deployment hurdle and a lot of work for your 

team, not just for your initial launch but every 

time you add a task that requires an API. 

With GenerativeAgent, there’s no need to 

rewrite your APIs. Because the CXP comes 

with an API transformation layer, 

GenerativeAgent can use your existing APIs 

just as they are. 

The power of API 
transformation

All conversations
[100.0%]

Not automatable
[5.3%]

Existing KBs [6.5%]

Existing APIs [2.7%]

Existing APIs and KBs[0.7%]

New KBs [11.2%]

New APIs [19.8%]

New APIs and KBs[40.0%]

Non informative
[13.8%]

Automatable with existing KBs and APIs
[23.7%]

Automatable with new KBs and APIs
[71.0%]

Learn more about CXP API’s layer

https://www.asapp.com/product-resources/dont-let-the-lack-of-apis-stall-your-ai-agent-deployment?utm_campaign=34417250-content&utm_medium=print&utm_source=ebook&utm_content=finding-the-right-ai-agent-use-cases-for-customer-service
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If you need to create tools, which ones should you prioritize?
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If you lack necessary APIs, we can help you decide which ones to build first based on the impact they’ll have on 

GenerativeAgent’s ability to resolve the customer’s issue successfully.  For each intent, some APIs will be required for many of the 

interactions, while others will be needed only occasionally. With that information, you can invest your time and resources in building 

the APIs that will yield the biggest returns.

We’ll follow the same collaborative process to determine which knowledge articles already exist and which ones you’ll need to create. 

And of course, we’ll provide the usage data to help you prioritize them. GenerativeAgent can ingest content from other sources, which 

could reduce the burden of creating new knowledge articles. For example, if some of the necessary content exists on your website, we 

can scrape that information. We’ll work with you to determine the most efficient and effective option.

You might have a use case for your AI agent 

that lacks a necessary API. With 

GenerativeAgent, that’s no problem. The 

ASAPP CXP comes with an innovative 

Human-in-the-Loop (HILATM) workflow. In 

place of the missing API, GenerativeAgent can 

use the HILA workflow to ask a human advisor 

in your contact center for the information or 

action it needs – and then continue with the 

rest of the use case on its own. In this case, 

it’s helpful to think of the human in the loop as 

a biological API that allows you to launch the 

use case and realize value.

No API? No problem 
with GenerativeAgent
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Likelihood of 
resolution

Required tool 
availability

Intent 
volume

Ideal use 
cases

With the results of this detailed analysis, you’ll have all the information you 

need to choose which use cases to automate first with your AI agent. And 

you’ll be equipped to plan how to expand to additional use cases over time.

When you’re ready to expand, you’ll follow the same process to choose 

which use cases to add.

You choose which 
use cases to target first
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Prior to launch, we work with your team to thoroughly test the use cases you’ve chosen. That testing 

will include simulations of realistic scenarios, including API calls, knowledge retrievals, and multi-turn 

conversations with different customer personas. By launch date, you’ll be confident that 

GenerativeAgent will perform well for your chosen use cases.

After go-live, we continue working with you to measure, monitor, and fine-tune GenerativeAgent to 

optimize performance. The ASAPP CXP comes with a robust suite of tools that will equip your 

team to continue monitoring, testing, and optimizing GenerativeAgent on your own.

The ASAPP CXP comes with a robust suite of tools 
that will equip your team to continue monitoring, testing, 
and optimizing GenerativeAgent on your own.

How will you know you’ve 
chosen the right use cases?



A practical guide for CX leaders to 
identify what’s holding performance back, 
optimize your AI agents, and know when 
it’s time to scale for bigger returns.

Are you getting 
real value from your

 AI agents?

 Get your guide

https://www.asapp.com/resource/100-real-use-cases-for-generative-ai-customer-service-agents?utm_campaign=34417250-content&utm_medium=print&utm_source=ebook&utm_content=finding-the-right-ai-agent-use-cases-for-customer-service


About ASAPP 
ASAPP is an artificial intelligence solution provider committed to solving the toughest problems in customer service. Its AI-native Customer 

Experience Platform, powered by GenerativeAgent® integrates with existing systems and uses generative, personalized interaction to bring radical 

efficiency to every customer workflow. Because we automate what was previously impossible to automate, our AI-native solutions deliver more than 

efficiency gains. They redefine the role of AI in the contact center and lay the groundwork for businesses to reimagine their customer experience 

delivery for the agentic enterprise. ASAPP delivers personalized, context-aware interactions by giving every customer their own AI agent powered by 

their interaction history and enterprise data. Leading enterprises rely on ASAPP’s generative and agentic AI solutions to dramatically expand contact 

center capacity and transform their contact centers from cost centers into value drivers. To learn more about ASAPP, visit www.asapp.com. 

Get in touch with us

+1 (646) 386-8639 

hello@asapp.com 

www.ASAPP.com

www.asapp.com.
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