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Uber mich

Mario Micudaj
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Senior Consultant

¢ Beider viadee seit 2018
¢ Verheiratet, zwei Tochter
* Prozessautomatisierung, Data & Al, Cloud, Architetur
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Kl-Agent

© viadee

@ nimmt seine Umgebung wahr
trifft selbststandig (& o
Entscheidungen <¥

@3 handelt, um gesetzte
Ziele zu erreichen
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]
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Kontrollfluss

Aktion 1

Start ——— .
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1 Anwendungsfall beim Kunden
—~ Service Desk Agent



Kundenfall aus dem Handel

Mitarbeitende bendtigen rund um die Uhr Unterstiitzung durch den
Service-Desk
/4
> Tickets miissen jeden Monat manuell von Hotline-Mitarbeitenden
/ bearbeitet werden.

17.03.26 8
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Die ldee

Einen intelligenten Chatbot entwickeln, der die Anzahl der Support-Tickets
reduziert, indem er Mitarbeitende befahigt Probleme selbstandig losen zu

Nutzer Prompt

dh
Finale Ausgabe LLD—f-
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Tools
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Sharepoint
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Architektur

Y v
Orchestrierungs-
schicht [ l LangGraph | | Camunda 8 ] }

a4 N N N
T G () [ttty ]

\ 4

Conl Ingestion Pipeline J . , p——
onfluence | ' zure Open
L‘—\—j_’\ ElasticSearch '-_____ (_H_]at ; L__\p_j

\_ AN AN )

Datenschicht Toolschicht KI-Modellschicht

100
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LangGraph

© viadee

A low-level orchestration framework for
building, managing, and deploying

long-running, stateful agents.

State Graph

) 4
) 4
) 4

https://www.langchain.com/langgraph

Erfolg mit KI-Agenten: LangGraph vs. Camunda 8 17.03.26 12



Architektur

Orchestrierungs- —
schicht [ LangGraph }

ElasticSearch

\_ )

Toolschicht
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Umsetzung des Service-Desk-Agenten

... in drei Schritten:

Definition der verfugbaren Tools

Definition der Knoten und Kanten

Definition der Graphen und Agenten

N
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Umsetzung des Service-Desk-Agenten

... in drei Schritten:

Definition der verfugbaren Tools

Decorator -

user_for_ticket_creation(request_text):

Beschreibung - {Tnis tool can be used to create a Jira ticket for the user at the service desk so that someone can handle the request afterwards.l

summary = get_llm().invoke(f"Generate a short, but descriptive title (do NOT exceed 250 characters) for a jira issue based on the following request: {request_text}").strip('"")

description = get_llm().invoke(f"Generate a compact description for a jira issue with all details available from the following request: {request_text}")
ticket = create_jira_ticket(summary, description)
return f"Successfully created a jira ticket with the following details: {ticket}."

@tool
def query_knowledge_base(request_text):

Use this tool to search the knowledge database for the AI Agents Inc context.

query = get_llm().invoke(f"Generate a search query to search for relevant information in the knowledge database based on the following request: {request_text}")

search_result = answer_query_against_rag(query)
return f"Searching the knoweldge base has resulted in: {search_result}."

© viadee Erfolg mit KI-Agenten: LangGraph vs. Camunda 8
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Umsetzung des Service-Desk-Agenten

... in drei Schritten:

Definition der Knoten und Kanten

def llm_node(state: MessagesState):
"""LLM decides whether to call a tool or not."""

System
prompt

prompt = "
You are a helpful assistant named Hotline Agent for AI Agents Inc.

Your main task is to handle internal requests from colleagues who need support with various topics.

def should_use_tool(state: MessagesState) -> str:

If the LLM has made a tool call, we are at the tools node.

[SystemMessage(content=prompt)] e

+ state["messages"] messages = state["messages"]

last_message = messages[-1]
return TOOLS_NODE if last_message.tool_calls else END

)

return {"messages": response}

© viadee Erfolg mit KI-Agenten: LangGraph vs. Camunda 8 17.03.26

N

You have access to general information from the Confluence knowledge base and are eligible to create new Jira tickets for a user and view existing ones.

response = llm_with_tools.invoke( If the llm has not made a tool call, we want to escape the loop.

16
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Umsetzung des Service-Desk-Agenten

... in drei Schritten:

Definition der Graphen und Agenten

agent_builder = StateGraph(MessagesState)
agent_builder.add_node(LLM_NODE, 1llm_node)
agent_builder.add_node(TOOLS_NODE, tool_node)

# Connect the nodes
agent_builder.add_edge(START, LLM_NODE)
agent_builder.add_conditional_edges(

LLM_NODE,

should_use_tool,

{TOOLS_NODE: TOOLS_NODE, END: END}

)
agent_builder.add_edge(TOOLS_NODE, LLM_NODE)

# Compile the agent
agent = agent_builder.compile().with_config({"callbacks": [langfuse_handler]})

© viadee Erfolg mit KI-Agenten: LangGraph vs. Camunda 8
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Al.. v @ @ (@ Service DeskAgent

@ Threads Chat  History  About

63 Huddles
B> Drafts & sent
) Directories N

* Channels
*» Direct

v Apps

& slackbot

A LangGraph Al
& Service DeskA...

+ Add apps

Service Desk Agent AP

|B I
Reply.

+ Aa

+ New Chat

([0 AlAgentsinc. v / service-desk-langgraph v

Tracing @
Traces Observations

Q Search, IDs / Names O Past 30 min Filters

Table View 0 Columns (1426 Blld

Timestamp ¥ Name Output

No results.

Rows per page | 50




Monitoring mit Langfuse

Trace  1693768f50f29d905bad14f43ec396b6

Search & (I Timeline
£= | LangGraph
11.21s
LangGraph
11.21s
IIm
1.73s

<& | ChatOpenAl
1.73s 1165 - 96 (3 1261)

should_use_tool
0.00s

tools
2.95s

query_knowledge_base
2.95s

& | OpenAl
0.56s 31 - 36 (3 67)

search
0.32s

© viadee Erfolg mit KI-Agenten: LangGraph vs. Camunda 8

&) LangGraph © D + Add to datasets & Annotate
2025-09-23 11:13:15.000
Env: default Total Cost: $0.001095 ©

Latency: 11.21s 5,914 - 491 (3 6,405) @

Preview Formatted JSON

Input ERN ]
Path

v messages

items
items
items
items
items
items

items
Output
Path Value

~ messages focap o ...11 more]
> 0 7 items

> items
> items

items

7
7
7 items
7
7

items
7 items
7 items
7 items
10 items
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Architektur

Orchestrierungs- —
schicht [ m }

\
I Jira I

ElasticSearch L__Eiﬂ_j

Toolschicht

~

|
1T

-

/
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Service desk chat
started

Kil-Agent in Camunda 8

(©

(T )

Ask user if
ticket should be
created

—

9

Get Jira issue
details

—
©
Send message
to user

i
Check

knowledge
database

—

Service Desk Agent

ticket creation
feedback received

answer required?

X

create ticket?

yes

/

TR

Create Jira
Service Desk
Issue

— J
(= )
User responded

not to create
ticket

|

(— )
= receive

additional

information
from the user

——
)

no answer from

user required

—

Erfolg mit KI-Agenten: LangGraph vs. Camunda 8

des Tools

—O

Chat ended

Determinismus innerhalb
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Kil-Agent in Camunda 8

-~
° Service Desk Agent
» » . »
» » »
{%} Check
knowledge _
database
~
\
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AI AGENT SUB-PROCESS
Service Desk Agent
General
Name
Service Desk Agent

D

service_desk_agent

Documentation
Template
Model provider

Model

Response

Output mapping
Error handling
Retries

Execution listeners

&z
e v
2
o >

D >
o >
o >
o >
o >
o >
>
>
>
>
>
>

- SERVICE TASK
Ask user if ticket should be created

General

Name

Ask user if ticket should be created

D

ask_user_for_ticket_creation

Documentation

Element documentation

This tool can be used to create a Jira ticket for the

user at the service desk, so that someone can handle

the request afterwards.

Template

Task definitio

Job type fx
ask_user_for_ticket_creation

es fx

Inputs
v summary
Local variable name

summary

Variable assignment value x

4

= fromAi(toolCall.summary, "A

consive title for the request of
the user", "string")

17.03.26
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Demo
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Non-production license  Non-commercial license

. Service Desk Agent Rt Pl

Operations

Process Instances

There are no Instances matching this filter set




Run-Time Monitoring
Operate

Auf Prozessinstanzebene
* Kontrollfluss der Toolnutzung
* Agenten-State

© viadee Erfolg mit KI-Agenten: LangGraph vs. Camunda 8
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© v

D Service Desk-Agent
O Service desk chat started
v [&] Service Desk Agent
v [ agent_tools_subprocess#innerInstance
£ Send message to user
@ answer required?
A receive additional information from the user
v [ agent_tools_subprocess#innerInstance
$¥ Send message to user
@ answer required?
A receive additional information from the user
* 4 agent_tools_subprocess#innerInstance
$¥ Check knowledge database
v El agent_tools_subprocess#innerInstance
£ Send message to user

@ answer required?
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Analyse & Optimierung

Optimize

* Heatmap der Toolnutzung O

Service desk chat
started

* Prozessmetriken

Service Desk Agent

=
Ask user if
ticket should be
created

ticket creation
feedback received

answer required?

@

Send message
to user

@

Check

knowledge
database

Interactions in the last 7 days

© viadee Erfolg mit KI-Agenten: LangGraph vs. Camunda 8

()

Create Jira
Service Desk
Issue

-—
(= )
<%Sser responded

not to create
ticket

e

————'

no answer from
user required

-

Jira ticket has been created

20.83%

% of total instances that match the filter

24
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Architektur & Kontrollfluss
B
a N O I

Agent Geschaftsprozess
Tool Tool Sub-Agent Human Service Agent Task
/ \ Task Task |
Tool Tool Tools

N\ NS

Camunda: Prozess orchestriert Arbeit
- auch mit Agenten

LangGraph: Agent orchestriert Denken
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onitoring & Observability

© + D senice Desk-Agent
o Service Desk Agent
Trace | 1693768f50f29d905bad14{43ec396b6 ‘0 @O ssivica desk chat started
e Sateway_0a2lvsm
! % & () Timeline LangGraph @10 + Addtodatasets [ Annotate ° 2 service Desk Agent Sreato Jra

TR ® use tools? tcket creation
€ LangGraph 00 @ © feedback receive

Env: d Latency: 11215 Total Cost: $0.001095 © 5,914 » 491 (5 6,405) O © v [ agentTools (Multi Instance)

LangGraph

Formatted JSON © + [ agentTools ser responded
ot o creale
© % Send message to user ticket
@ & answer required?

answer required?
ChatOpenal

to user information
from the user

‘Sarvice Desk Agent

knowledge._t

Openal

@ %+ Send mess

] B2 receive additional inf

Service desk chat
startod ticket creation
foedback received

Tt sponded

© Gateway_oa2lvsm

Output

Path answr roguirod?

— receive
yes
information
@ from the user
@

o answer from
user requirec

sk Agent

# Service
& use tools?

© v [@] agentTools (Multi Instance)

© v agentTools

o % Send message to use

) @ answer required? ~
@ 3 no answer from user

Fokus: Agentenebene Fokus: Prozessebene
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LLM observability in Camunda 8

| Trace | 85f8a0f-952b-4f37-a7c2-b3bfad365a3f ~0 2 g X
Madel provider * v
Provider Search & () Timeline | (%) litellm:camunda8 © 1 + Addtodatasets (2 Annotate >_ Playground v 0
OpenAI ~ Hotline Agent Camunda 8 2025-09-05 08:34:40.348
3m 10: Latency: 0.81s Time to first token: 0.81s Env: default $0.000236 ©
Specify the LLM provider to use. Conciseness 0700 1330 prompt 25 completion (5 1355) © ([ temperature: 0.5 stream: false  max_retries: 0
5 LEL)
0 peHI\I API key fx 3 ?‘ag::i :2 5 1229) extra_body: {} system_fingerprint: fp_efad92c60b
K % ) litellm:camunda8 Preview Formatted JSON
sk- —_—
« ATP Web Portal: https://atp-web.ewer.local/
Organization 1D fx The answer must always be generated in the english language.
Show 4 more ...
For members of multiple organizations, Details in the EIMEETD Tool
£ s 2100 > 122 (3 2222)
dacumentation, the feedback from the user was: The esc key is not owkring
Project ID fX I )
S & | litellm:camundag (Y Path Value
1.6 2301 144 (3 2445)
v json 1 itens
camunda8
For accounts with multiple projects. Details in the 83 - 8 Rl PR B RS P
. ar 4 L5 litellm:camunda8
\entation. RS (1 Assistant
Custom AP endpoint fx ‘ Bl e
. v tool_calls [{"function"
https:/flitellm.
p ‘['{ v 0 3 items
Optional custom API endpoint ~ function items
Custom headers Jx ’ > _arguments itens
— queryKnowledgeBase eyboard is: » ESC key not working"
_ qn S s
= {"langfuse_trace_id": instanceKey, name "query_knowledge_databa:
"langfuse_trace_name": "Hotline id “call_GgELfcvo7LAFoOP
Agent Camunda 8", "langfuse_tags": type Vo)
" agen t1} function_call null
annotations empty list
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Kontrollmechanismen

B

e Guardrails uber Schemas, Tool- » Explizite Kontrolle durch BPMN-
Restriktionen und Moderation Prozesse
* Dynamisch zur Laufzeit * Policies, Rollen und Freigaben
« Governance muss selbst definiert eingebaut
werden * Governance und Compliance by-
design

auf unterschiedlichen Ebenen

© viadee Erfolg mit KI-Agenten: LangGraph vs. Camunda 8
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Dialogbasierte Agenten

© viadee

Erfolg mit KI-Agenten: LangGraph vs. Camunda 8

My laptop won't turn on. | see a
laptop blikking light.

Searching knowledge base

-
for "lapking light"... -

I've tried holding down the
power button.

}Q{ Searching... Found it! Q

Initiating diaanostic tool... Q
One moment.

17.03.26
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Dialogbasierte Agenten )

My laptop won’t turn on. | see a

se @
=

W Q i
Interaktivitat durch low-level Framework gegeben @]

I've tried holding down the
power button.

laptop blikking light.

.

Dialog ist nativer Bestandteil des Agentensystems

ka{ Searching... Found it!

Initiating diaanostic tool...

" J
 BPMN nicht nativ dialog-oriented
* Interaktion mit Agenten muss modelliert werden (= Tool)
Prompting wichtig, aber N ol neraction
gleichzeitig nicht zuverlassig
41.67%

% of total instances that match the filter

N
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Key Takeaways

 LangGraph: maximale Flexibilitat bei der
Agentenentwicklung.

« Camunda 8: strukturierte Orchestrierung und
Governance fur KI-Agenten in produktiven
Unternehmensprozessen.

=>» Observability, Monitoring und Betrieb
entscheidend fur zuverlassige Integration von
KI-Agenten in Geschaftsprozessen!

-_—y R .
—— © viadee Erfolg mit KI-Agenten: LangGraph vs. Camunda 8
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Danke furs Teilnehmen!
Fragen?

Mario Micudaj
Mario.Micudaj@viadee.de

viadee Unternehmensberatung AG
Anton-Bruchausen-Str. 8
| 48147 Minster
[/ Tel:+49 251 77777 138
K www.viadee.de
[ S—

~
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