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Automating processes in your organization 
has proved to be a necessary initiative, but it 
can be difficult to accomplish without the right 
technology. Customers expect fast answers and 
help, but support teams are bogged down with 
mundane work.

Using a support automation platform can restore 
overwhelmed teams by answering questions, 
automating repetitive tasks, and building 
solutions to business challenges, so they can 
focus on human-centric tasks that require higher-
level thinking.

If you think your company could benefit from 
a single platform that  automates support and 
business processes, please use this workbook 
to outline the areas where your business could 
begin simplifying and automating. Then share 
your results to encourage employee adoption 
and team buy-in.

Introduction
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Think about and list all the processes that have tasks that could be automated.  
Next to each process, define the level of difficulty by circling the appropriate description. 

Automation brainstorm (example): 

Get employees completely onboarded.

Manage and store invoicing documents and due dates. 

Get a new lead into sales’ hands.

LOW MED HIGH

LOW MED HIGH

LOW MED HIGH

LOW MED HIGH

LOW MED HIGH

LOW MED HIGH

LOW MED HIGH

LOW MED HIGH

Goal Difficulty
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Think about and list all the processes that have tasks that could be automated.  
Next to each process, define the level of difficulty by circling the appropriate description. 

Automation brainstorm: 

Goal Difficulty

LOW MED HIGH

LOW MED HIGH

LOW MED HIGH

LOW MED HIGH

LOW MED HIGH

LOW MED HIGH

LOW MED HIGH

LOW MED HIGH
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Now that you’ve identified a few processes in your organization that can be simplified with 
automation, let’s take a look at a birds eye view of what we’ll be working on throughout 
this workbook. 

Define how the system works:

Universal Systems Model

The Goal

If you filled out a few lines on the first worksheet, 
you’ve already done this by identifying the processes 
that you’d like to automate. If you haven’t completed 
this page, please do so to pass go. 

The Input

To meet your goal and automate your processes,  
it’s important to make a detailed record of all 
the tools, stakeholders, order of operations, 
and information involved with completing each 
process. Keep the level of difficulty level in mind 
when choosing the process you’re interested in 
automating, as it will affect the steps and  
information you need to properly document it. 
We recommend working with the least difficult 
processes and working up. 

We’ve provided worksheets starting on page 6  
that can help you document this information  
in an orderly fashion. 

The Process

After identifying the resources required to complete 
a process, it’s time to lay everything out in a detailed 
manner. Here, it is important to get specific on the 
requirements in each step before moving on to the 
next, as it will enable you to create an efficient order 
of operations that doesn’t miss a beat. 

We’ve provided worksheets starting on page 8  
that can help you lay everything out. 

Output and Feedback

With a documented process in place, it’s important 
to test it out by following the documented steps on 
your worksheet. Make notes on anything you may 
have missed and encourage stakeholders to give 
feedback. Improve the process worksheet once you 
have all the notes and updates and test it again until 
the process is flawless. Once the process is  
lock-tight, this includes all the details that you  
should share with potential AI providers. 

We’ve provided worksheets on page 10 that can 
help you document your feedback. 

The Goal
What you want the 

system to do.

Input
Resources that go 
into the system.

The Process
Steps that lead  

to a result.

Output
The result that comes 

out of the system

Feedback
Comparing the outcome to the goal. Make 
adjustments to the inputs and/or process.
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Input chart (example): 

Step

Name the goal that needs automation.

To-dos

Get a lead into sales’ hands.

Gather lead information from a form on our 
customer-facing website.

Push information into our marketing automation platform.

Send information to our CRM so the Sales Team can 
quickly follow up on the lead.
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Input chart: 
Name the goal that needs automation.

Step To-dos
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Get research (example):

 Get a lead into sales’ hands.

Input 1 Input 2 Input 3 Input 4 Input 5 Input 6

Automate

DRI

Tool

Need-
to-know 
Information

Time

Gather lead 
information 
from the 
form fill 
on our 
website.

Marketing 
Ops

Marketing 
Ops

Marketing 
Ops

Marketing  
platform

Marketing 
platform/
CRM tool

CRM tool/
communication 
tool.

Day 1 Day 1 Day 1

Add lead 
information 
into CRM 
tool.

Tell sales to 
follow up  
on lead.

Find the 
lead’s 
information 
in the 
list in the 
Marketing 
platform. 

Add the 
lead into the 
corresponding 
campaign 
based on the 
lead’s industry.

Share that the 
lead is added 
with sales 
member who  
is responsible 
for that industry 
via Slack, email, 
etc.

Goal
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Goal:

Get research:

Automate

DRI

Tool

Need-
to-know 
Information

Time

Goal

Input 1 Input 2 Input 3 Input 4 Input 5 Input 6
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Output and feedback (example):

Goal Output Feedback

Goal Output Feedback

Goal Output Feedback

Get a lead into sales’ 
hands.

Marketing Ops didn’t 
know what list to use 
to get lead information 
at because it wasn’t 
documented in the 
first step.

We should specify that 
the marketing ops team 
should pull from the 
RAD list.
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Output and feedback:

Goal Output Feedback

Goal Output Feedback

Goal Output Feedback
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Wondering what’s  
the next step?

Our team would love to chat with 
you about your findings and discuss 
how we can build a business solution 
for your organization. 

capacity.com
Capacity is an AI-powered support automation 

platform that connects your entire tech stack to 
answer questions, automate repetitive support tasks, 

and build solutions to any business challenge.

Request a demo. 

https://capacity.com/
https://capacity.com/request-a-demo/

