
// AI·DEY — The aide in your AI.

AI-First BPO Readiness Checklist
A practical, vendor-agnostic checklist to evaluate whether your operation is ready to outsource the human
layer of an AI-powered customer experience — and what to fix before you do.

1. Signal & data foundations

■ Conversations (tickets, chats, calls) are captured in a single system of record.

■ Conversation data is labeled with disposition, channel, intent and outcome.

■ PII handling, retention and deletion policies are documented.

■ You can export the last 90 days of conversations as structured data.

2. AI baseline

■ An AI assistant (LLM, agent or workflow) handles at least one customer-facing task today.

■ You measure deflection, containment, fall-back and CSAT separately for AI vs. human paths.

■ You have an escalation path when AI confidence is low or sentiment turns negative.

■ You log every AI response for review and feedback (RLHF-ready).

3. Process & SOPs

■ Top 20 customer intents have written SOPs (or are in a knowledge base).

■ There is a documented escalation matrix with named owners.

■ Refund / credit / exception authority is defined by role, not by tribal knowledge.

■ Onboarding for a new agent fits in a structured 1–2 week plan.

4. Tooling & access

■ Helpdesk, CRM, billing and order systems support seat-based access for a remote team.

■ SSO and role-based permissions are in place for vendor access.

■ You can provision and de-provision a new operator in under a day.

■ Quality / QA tooling exists (call review, ticket sampling, scorecards).

5. Metrics & QBR

■ You report weekly on FRT, AHT, resolution, CSAT and backlog.

■ AI containment and human assist are tracked as a single funnel.

■ There is a defined target for cost-per-contact or cost-per-resolution.

■ Vendor performance is reviewed in a monthly or quarterly business review.

6. People & risk

■ Coverage hours (8x5, 16x5, 24x7) are explicitly chosen and budgeted.

■ Language and locale coverage matches your customer mix.

■ Confidentiality, IP and DPA terms are reviewed by legal before kickoff.

■ There is a named internal owner for the partnership.



Scoring

Count one point for every box you can confidently check.

■ 20+   Ready. You're a strong candidate for an AI-first BPO pod — expect a 1–2 week kickoff.

■ 12–19   Almost there. Close 3–4 gaps in data, SOPs or QA, then engage.

■ <12   Build first. Get a single channel instrumented and AI-assisted before adding a vendor.

About AI·DEY
AI·DEY is the AI-first BPO for AI-native companies. We staff the last mile of customer experience — support, success, back
office and sales — for teams betting their roadmap on machine intelligence. Talk to us at info@aidey.net or visit ai-dey.com.


