AI Fallback & Safety Scripts
Fallback language for moments when the AI should pause, clarify, or escalate.
Low confidence answer
When to use: Use this when the customer situation is low confidence answer and the reply needs to be specific, calm, and useful.
Customer-facing message
Thanks for explaining that. I do not want to guess and give you the wrong answer.
For low confidence answer, I am going to collect [specific detail] and pass this to [owner].
You can expect [next step] by [deadline]. I will include everything you already shared so you do not have to repeat it.
Internal handoff note
•  Customer: [customer name]
•  Issue: [specific detail]
•  What the AI tried: [summary]
•  Needed next step: [next step]
•  Owner and deadline: [owner], [deadline]
•  Policy or source to check: [policy source]
Safety rule
If the answer could affect money, legal terms, account access, health, safety, or a public promise, escalate instead of improvising.
Missing customer data
When to use: Use this when the customer situation is missing customer data and the reply needs to be specific, calm, and useful.
Customer-facing message
Thanks for explaining that. I do not want to guess and give you the wrong answer.
For missing customer data, I am going to collect [specific detail] and pass this to [owner].
You can expect [next step] by [deadline]. I will include everything you already shared so you do not have to repeat it.
Internal handoff note
•  Customer: [customer name]
•  Issue: [specific detail]
•  What the AI tried: [summary]
•  Needed next step: [next step]
•  Owner and deadline: [owner], [deadline]
•  Policy or source to check: [policy source]
Safety rule
If the answer could affect money, legal terms, account access, health, safety, or a public promise, escalate instead of improvising.
Sensitive information request
When to use: Use this when the customer situation is sensitive information request and the reply needs to be specific, calm, and useful.
Customer-facing message
Thanks for explaining that. I do not want to guess and give you the wrong answer.
For sensitive information request, I am going to collect [specific detail] and pass this to [owner].
You can expect [next step] by [deadline]. I will include everything you already shared so you do not have to repeat it.
Internal handoff note
•  Customer: [customer name]
•  Issue: [specific detail]
•  What the AI tried: [summary]
•  Needed next step: [next step]
•  Owner and deadline: [owner], [deadline]
•  Policy or source to check: [policy source]
Safety rule
If the answer could affect money, legal terms, account access, health, safety, or a public promise, escalate instead of improvising.
Policy exception request
When to use: Use this when the customer situation is policy exception request and the reply needs to be specific, calm, and useful.
Customer-facing message
Thanks for explaining that. I do not want to guess and give you the wrong answer.
For policy exception request, I am going to collect [specific detail] and pass this to [owner].
You can expect [next step] by [deadline]. I will include everything you already shared so you do not have to repeat it.
Internal handoff note
•  Customer: [customer name]
•  Issue: [specific detail]
•  What the AI tried: [summary]
•  Needed next step: [next step]
•  Owner and deadline: [owner], [deadline]
•  Policy or source to check: [policy source]
Safety rule
If the answer could affect money, legal terms, account access, health, safety, or a public promise, escalate instead of improvising.
Unsupported language
When to use: Use this when the customer situation is unsupported language and the reply needs to be specific, calm, and useful.
Customer-facing message
Thanks for explaining that. I do not want to guess and give you the wrong answer.
For unsupported language, I am going to collect [specific detail] and pass this to [owner].
You can expect [next step] by [deadline]. I will include everything you already shared so you do not have to repeat it.
Internal handoff note
•  Customer: [customer name]
•  Issue: [specific detail]
•  What the AI tried: [summary]
•  Needed next step: [next step]
•  Owner and deadline: [owner], [deadline]
•  Policy or source to check: [policy source]
Safety rule
If the answer could affect money, legal terms, account access, health, safety, or a public promise, escalate instead of improvising.
Repeated misunderstanding
When to use: Use this when the customer situation is repeated misunderstanding and the reply needs to be specific, calm, and useful.
Customer-facing message
Thanks for explaining that. I do not want to guess and give you the wrong answer.
For repeated misunderstanding, I am going to collect [specific detail] and pass this to [owner].
You can expect [next step] by [deadline]. I will include everything you already shared so you do not have to repeat it.
Internal handoff note
•  Customer: [customer name]
•  Issue: [specific detail]
•  What the AI tried: [summary]
•  Needed next step: [next step]
•  Owner and deadline: [owner], [deadline]
•  Policy or source to check: [policy source]
Safety rule
If the answer could affect money, legal terms, account access, health, safety, or a public promise, escalate instead of improvising.
Free template from sem.chat  ·  https://sem.chat/templates/ai-fallback-safety-scripts
