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Same Fin. Same request.
This time, it actually solves the problem.
In this demo scenario, the customer simply wants to cancel a subscription.
Before optimization, Fin sends them to Support unnecessarily. After cleaning up sources and guidance, it
gives the correct self-service path.

BEFORE
Unnecessary handoff for a simple request

Fin ignores the available self-service path

AFTER
Correct answer, no unnecessary agent

Fin gives the steps and resolves it itself

What changed?
01 We removed a legacy source that was steering Fin toward the wrong action.

02 Knowledge was split into focused articles instead of one catch-all document.

03 Guidance now separates self-service questions from cases that truly need human review.

Better AI support does not mean more handoffs.
It means AI resolves what it should - and knows when to stop.

Demo case study | Private Optimist is a fictional test environment
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It was not just one bad answer.
The problem was the system behind the answer.

SOURCE HYGIENE

Fin was retrieving an outdated
document instead of the newly
approved article.

GUIDANCE

Broad rules encouraged guessing
and kept conversations going for
too long.

ESCALATION

Sensitive billing cases and
ordinary FAQ questions were not
clearly separated.

Second test: Fin still resolves the work itself when it can
For a general refund question, Fin does not promise an outcome and does not automatically route to an agent. It
explains the approved policy, asks for relevant context, and leaves account-specific decisions to Support.

What is better now:

does not promise a refund without verification

does not assume plan or account status

uses the approved refund policy

escalates only when account-specific review
is required

How DESKALATE reviews a setup like this

1 We test the same realistic customer scenarios.

2 We trace the source, guidance and escalation behind each answer.

3 We fix the root cause - not just one sentence.

4 We rerun identical tests and document the difference.

Already using Fin, but not confident in every answer?
We can review the setup, find where errors originate, and test fixes before customers see them.
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