AGENT CON FIGURATION Operational

2h-4h

GRID Running an agent

Toolkit

Lendari applies this card to Margaux, its after-sales agent (maturity N2), owned by

RUNNING EXAMPLE )
Camille Roussel (DDAO).
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o g THE INSTRUCTIONS - WHAT IT DOES, WHAT IT NEVER DOES (&
ACF-04)

ROLE

“Margaux”, level 1 support and returns agent

PERIMETER

Tracking, delays, stock, returns and refunds under €100. No dispute, no fraud, no mediation.

PROHIBITIONS, WORD FOR WORD

Never change a catalogue price. Never handle an account flagged for fraud. Never answer a customer in

mediation.

WHEN IN DOUBT

She hands over to Léa Fontaine and tells the customer, without inventing an answer.

SELF-DISCLOSURE

“l am Margaux, Lendari's assistant. An adviser can take over at any time.”

€) © TOOLS & PERMISSIONS - LEAST PRIVILEGE (& ACF-05)

MAY READ

Orders, carrier tracking, customer history, catalogue.

MAY ACT

Reply to the customer, open a return, refund up to €100 per transaction.

NEVER CONNECTED

Payment methods, HR database, mediation tool, export outside the European Union.
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e @ THRESHOLDS & CAPS - HARD LIMITS (¢ ACF-13)

CAP PER ACTION

€100 per transaction

CAP PER DAY

€500 cumulative over 24 hours

AT THE LIMIT

At €100 she does not round up: she moves to a joint decision.

o @ ESCALATION & CONFIDENCE - KNOWING WHEN TO HAND OVER (& ACF-03 -
ACF-P6)

TRIGGERS

Amount above the cap, dispute tone, low confidence, non-delegable case.

TO WHOM

Léa Fontaine, customer service manager, not “support”.

©) - DATA - SHOW ONLY WHAT IS NEEDED (¢ ACF-05)

PERMITTED

Order, delivery, return, purchase history.

FORBIDDEN

Bank details, health data, any hosting outside the European Union.
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AGENT CONFIGURATION

GRID

Lendari applies this card to Margau, its after-sales agent (maturity N2), owned by
RUNNING EXAMPLE .
Camille Roussel (DDAO).

e Y TRACE & STOP - THE MEMORY AND THE BRAKE (¢ ACF-09 -
~ ACF-07)

TRACE

Operational
2h-4h

Running an agent
Toolkit
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Every decision in the ACF-09 register, timestamped and signed.

STOP

Error rate above 2 % over 24 hours. Last tested 11/12/2026, cut off in 3 minutes.

Configuring an agent means setting six dials, each of which comes down from a card already signed.
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