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AI Help Desk Readiness Checklist for Small Teams
Use this checklist to assess whether your team has the processes, documentation, and resources needed for a successful AI help desk rollout.
Critical readiness gates
Before enabling customer-facing AI workflows, ensure the following requirements are in place:
☐ Approved knowledge sources are available and up to date.
☐ Security and privacy requirements have been reviewed.
☐ Human escalation and rollback procedures are documented.
☐ Clear support goals and success metrics have been defined.
☐ A designated owner has been assigned to monitor AI performance and review incidents.
Important: If any of these critical requirements are missing, consider using AI in draft-only mode or internal testing before enabling customer-facing automation.








Support operations

	Readiness item
	Status (0-2)
	Evidence
	Next action

	We understand our monthly ticket volume and support workload.
	
	
	

	We have identified the biggest support bottlenecks and inefficiencies.
	
	
	

	We know which repetitive tasks consume the most agent time.
	
	
	

	We have clear support goals and success metrics.
	
	
	



Support operations score: ____ / 8

Knowledge management

	Readiness item
	Status (0-2)
	Evidence
	Next action

	Our knowledge base is accurate and regularly updated.
	
	
	

	Common customer questions are documented.
	
	
	

	Knowledge articles are easy to search and navigate.
	
	
	

	We have identified content gaps that need to be addressed.
	
	
	

	Approved knowledge sources have been identified for AI responses.
	
	
	



Knowledge management score: ____ / 10

AI evaluation and governance

	Readiness item
	Status (0-2)
	Evidence
	Next action

	We know which AI capabilities would deliver the most value.
	
	
	

	We have reviewed AI quality controls and approval workflows.
	
	
	

	We have reviewed how customer data and personally identifiable information (PII) are collected, stored, and processed by the platform.
	
	
	

	We are comfortable with the platform's security and privacy controls.
	
	
	

	We have reviewed data retention and AI training policies.
	
	
	

	Role-based permissions and audit logs are available.
	
	
	

	Human handoff and escalation rules are defined.
	
	
	

	We have established whether and how customers will be informed when interacting with AI-powered support.
	
	
	



AI evaluation and governance score: ____ / 16








Implementation readiness

	Readiness item
	Status (0-2)
	Evidence
	Next action

	We have resources available for setup and testing.
	
	
	

	We have defined test cases to validate AI responses, routing, and workflow accuracy before deployment.
	
	
	

	Agents are prepared to learn new workflows.
	
	
	

	We are tracking reopened tickets and incorrect AI responses as part of ongoing quality monitoring.
	
	
	

	We can monitor and improve AI outputs over time.
	
	
	

	Confidence thresholds and acceptance criteria have been defined.
	
	
	

	Rollback procedures have been documented.
	
	
	

	A pilot owner and review cadence have been assigned.
	
	
	



Implementation readiness score: ____ / 16












Budget and growth

	Readiness item
	Status (0-2)
	Evidence
	Next action

	We understand the total cost of ownership.
	
	
	

	We have reviewed AI usage limits and pricing policies.
	
	
	

	Required integrations and support channels are supported.
	
	
	

	The platform can support future growth in agents and ticket volume.
	
	
	

	The expected productivity gains justify the investment.
	
	
	



Budget and growth score: ____ / 10

















Scoring guide
Total Score: ____ / 60
Critical Gates Met?
☐ Yes
☐ No
Use the following scale for each item:
· 0 = Not started
· 1 = Partly ready
· 2 = Ready with evidence
Interpreting your score
Note: This checklist is intended as a readiness guide, not a definitive assessment.
· 40-60 points and all critical gates met: Strong readiness for a controlled pilot.
· 25-39 points: Address the identified gaps before broader deployment.
· 0-24 points: Strengthen processes, documentation, governance, and testing before implementation.
· Any critical gate missing: Use draft-only or internal-test mode regardless of the total score.
Recommended next step
Even teams with a high readiness score should begin with a controlled pilot focused on low-risk workflows before expanding AI to customer-facing interactions.
Ready to put this into practice?
See how BoldDesk supports a controlled AI rollout. Start a 15-day free trial or book a live demo
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