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Thiét ké Prompt cho Al
Agents dé phuc vu nghiép
vu mot cach hiéu qua vai
FPL (Flow Prompt Language)

Flow-Prompt Language
(FPL) gidi quyét bai toan gi -
va gidi quyét nhu thé nao?

Khi Al Agents bat dau dugc dua vao cac hé théng nghiép vu that - callbot xac minh hgp déng, trg
ly CSKH, agent ban hang, agent goi API - prompt khong con la vai dong mé ta “hay lam t6t nhat cé
thé”. Prompt tré thanh thi quyét dinh Agent sé hanh xu ra sao trong tung tinh huéng cu
thé.

Va chinh & thai diém do, rat nhiéu doi ngl gap cing mot van dé:
prompt cang chi tiét thi Agent cang khé ki€ém soat.

Khi prompt viét ding y nqudi,
nhung sai cach cho may

Mét prompt nghiép vu di€n hinh thudng cé gang bao trum moi th: vai tro Agent, muc tiéu, cac



budc x{r ly, ngoai |&, quy tac an toan. V& mat ngbén nglr, prompt hoan toan hop ly. Nhung khi chay
thuc té, Agent van bo budc, ré sai nhanh, hoac goi tool ¢ nhiing thai di€m khéng mong mudn.

Di€m mau chot nam 6 day:

prompt dang dugc viét nhu mét doan mé td mong muén, trong khi Al Agent can mét
ban thiét ké thuc thi.

Mot Agent nghiép vu khong chi “trd 16i”, né di qua nhiéu trang thai, phai tuan thu th tu, phai dung

dung luc, va phai goi diing hanh déng khi diéu kién théa man. Néu nhiing diéu nay chi dugc viét
bang cau chlr, Agent budc phai tu suy luén logic - va dé chinh la nguén géc cua sai léch.

Tu duy nén tdng cua Flow-Prompt
Language

44 Prompt cho Al Agents khéng nén la van ban tu do, ma la dac ta luéng
nghiép vu.

Thay vi hai “viét prompt sao cho model hi€u”, FPL dat cau héi: luong nghiép vu nay gom nhiing
budc nao, budc nao bat budc phai di trudc, diéu kién nao thi ré nhanh, khi nao thi két thic, va 6
dau thi dugc phép goi tool.

FPL khéng c6 lam prompt “thdng minh” hon, ma lam né ré rang hon.

FPL la gi, n0i mot cach chinh xac?

Vé ban chat, FPL la mét DSL (domain-specific language) cho prompt, dugc bi€u dién hoan
toan bang Markdown. N6 cho phép mé ta luéng nghiép vu, nhanh xu ly, trigger flow, cac khéi logic
tai st dung, th tu thuc thi, diéu kién, vong Iap va hanh dong cu thé.

Diéu quan trong la: LLM doc duoc cau tric nay va tuan theo né tét hon rat nhiéu so véi
van ban tu do.



Cau truc c6t 16i cua FPL: Agent
nhin thé nao?

FPL st dung chinh c&u tric heading ciia Markdown dé bi€u dién quan hé logic. Pay khong phai la
format trinh bay cho dep, ma la cdch dé Agent hiéu pham vi va thi béc caa logic.

Mot Flow la mot tuyén nghiép vu hoan chinh. Khi Flow két thic, Agent phai dimng hoac chuyén
sang Flow khac theo chi dan. Sub-Flow la nhanh xur ly con, chi dugc di vao khi diéu kién thdoa man.
Trigger Flow thi khac: n6 c6 thé dugc kich hoat 6 bat ky thoi diém nao trong hdi thoai, mién la
trigger xuat hién.

Mot cau tric FPL téi gian cé thé trong nhu sau:

## MAIN FLOW: APPOINTMENT BOOKING FLOW
1. Greeting User

- Reply "Hello, how can I assist you with booking an appointment?"

### SUB FLOW. RESCHEDULE SUB FLOW

1. Offer alternative slots

## TRIGGER FLOW:. BUSY TRIGGER FLOW
*Trigger*: user says any phrase matching "busy| call back"

1. Ask for callback time

Ngay é muc heading, Agent da phan biét dugc dau la tuyén chinh, dau la nhanh phuy, va dau la
lubng cé thé chen ngang.

Conversation Routine: khoi logic
ma prompt truyén théng luén thiéu

Mot diém rat quan trong trong FPL la khai niém Conversation Routine. Routine la mét khéi logic
c6 tén, bao gébm nhiéu Step lién ti€p dé hoan thanh mét nhiém vu nhé nhung nhat quan, vi du xac
minh danh tinh hoac xac nhan booking.



Trong prompt truyén théng, nhirng logic nay thudng bi mé ta Iap lai hodc viét mo hé. FPL budc ban
phai déng géi ching thanh mét module rd rang:

#### AUTHENTICATION ROUTINE
1. Ask for policy number

- Reply "May I have your policy number?"

2. Verify policy number
- call “verify policy(policy number=user input)’

- If **verification failed**, then call “end call outcome("POLICY NOT FOUND")" and **End**

Routine cé tén, cé thir ty, cé diém dung. Khi dugc goi, Agent thuc thi toan bd khéi nay nhu mot don
vi logic hoan chinh, thay vi phai “hi€u ngam” y dé cla ngudi viét prompt.

Step va Action: tadch “quyét dinh”
khoi “thuc thi”

O muc thap nhat, FPL Iam rd hai khai niém ma prompt tu do thudng tron 1an: Step va Action.

Mot Step la mot don vi logic, nai Agent dua ra quyét dinh. Mot Action thi chi lam dling mot viéc:
goi tool, trd 16i ngudi dung, ghi trang thai, hoac két thic Flow. Action khéng chira logic, né chi dugc
kich hoat khi Step cho phép.

2. Availability Confirmation

- call “get available slots(date=preferred date)"’

- If **slot unavailable**, then reply "Sorry, that slot is taken" and **Proceed**
RESCHEDULE SUB FLOW

- Otherwise, call “create appointment(date=preferred date) ™ and **End**

Nho tdch bach nay, Agent khéng con nham Ian gilra viéc “suy nghi nén lam gi” va “thuc hién hanh
daong”.

Diéu kién va ré nhanh trong FPL



hoat dong ra sao?

FPL yéu cau diéu kién dugc viét theo dang If - Then - Otherwise, véi th( tu uu tién ré rang.
Agent doc tir trén xudng va thuc thi nhanh ding dau tién, sau dé dirng viéc dadnh gid cac nhanh
con lai.

- If **wrong number**, then call "end call outcome("WRONG NUMBER")" and **End**
- Otherwise, proceed IDENTITY VERIFICATION ROUTINE

Céach lam nay khién Agent hanh x&r giong mét hé théng nghiép vu thuc thuy, thay vi ¢c6 gang cén
nhac moi kha nang cung ldc.

?

Loop trong FPL: retry cd kiém
soat, khong lap v6 han

FPL cho phép dlung vong lap, nhung moi loop déu phai dugc thiét ké c6 chu dich: [ap cai gi, diéu
kién thoat la gi, va gidi han bao nhiéu lan thc.

EREADY0R ERE3

- Ask the user for district and city
- Validate input

** OOP UNTIL: **
- Input is valid

- Invalid input **3 times**, then call “end call outcome("INPUT INVALID")  and **End**

Retry dugc cho phép, nhung retry khong ki€m soat thi khong.

Tool call: tu “model ty doan” sang
“thiét ké chd déng”



Trong FPL, tool call chi xuat hién tai nhirng Step ma nghiép vu cho phép. Tool khéng con la “y dinh
ngdn ng{”, ma la hé qua tat yéu clia moét diéu kién da duogc thiét ké trudc.

- call “retrieve booking info(booking code=user input)’

- If **pbooking not found**, then **Proceed** ERROR HANDLING FLOW

Céch ti€p can nay giup gidm hallucination, tang do chinh xac cua function call, va rat dé gan
logging, metric hoac audit.

FPL khong thay thé model - né
thay thé sy mo hoé

M6t hi€u lam phé bién la nghi rang FPL lam Agent théng minh hon. Thuc té€, FPL lam mét viéc quan
trong hon nhiéu: loai bé su mo hé khéi prompt.

Model van chiu trach nhiém hiéu ngbn ngir tu nhién. Nhung cach Agent hanh déng, ré nhanh, goi
tool va két thic - tat cd déu nam trong pham vi da dugc thiét ké.

Vi du téng hop: mot Flow hoan
chinh trong FPL

Dé thay ré cach cac khai niém Flow, Sub-Flow, Trigger Flow, Step, Action va Loop phdi hgp vGi
nhau, hay xem vi du sau vé mot Agent dat lich hen.

Agent nay cé thé:
* Thu thap ngay mong muén
* Retry c6 ki€m soat néu ngudi dung nhap sai

®* R& nhanh sang Sub-Flow khi lich khdng kha dung
* Bi ngat ngang béi Trigger Flow khi nguoi dung ban

## MAIN FLOW. APPOINTMENT BOOKING FLOW



1. Greeting User

- Reply "Hello, how can I assist you with booking an appointment?"

2. Preferred Date Collection

*%(Q: **

- Ask user for preferred date
- Validate date format and availability
**%L 0O0P UNTIL: **

- Date is valid

- Invalid input **3 times** - end call outcome("DATE NOT PROVIDED") and **End**

3. Availability Confirmation
- call get available slots(date=preferred date)

- If **slot unavailable**, then reply "Sorry, that slot is taken" and **Proceed**

RESCHEDULE SUB _FLOW
- Otherwise, call create appointment(date=preferred date)

- Reply "Your appointment on preferred date is confirmed. Have a great day!"

### SUB_FLOW: RESCHEDULE SUB FLOW
1. Offering Alternative Slots
- Offer alternative slots
- If user declines all, then call end call outcome("USER DECLINED") and **End**

- Otherwise, call create appointment(date=selected slot) and **End**

## TRIGGER FLOW: BUSY TRIGGER FLOW

*Trigger*: user says any phrase matching "busy| call back"

1. Ask for Callback Time

- If user provides time, call schedule callback(time=provided time) and **End**

- Otherwise, call end call outcome("CALLBACK DECLINED") and **End**

Diém quan trong khéng nam & nghiép vu dat lich, ma & cach Flow dugc thiét ké: Agent khéng
phai suy dodn nén lam gi ti€p theo - moi hanh vi déu da dugc dinh nghia.

Quy trinh authoring FPL trong thuc
té



Mot workflow phé bién khi viét FPL cho hé théng nghiép vu:

Phac thao quy trinh nghiép vu = méi quy trinh chinh 14 mét |Flow| hodc|Trigger Flow].
Xac dinh trigger ngén ng(t tu nhién cho ting Trigger Flow.

Tach cac nhanh phuc tap thanh | sub- Flowl.

Déng g6i logic 1&p lai thanh |Routine].

Danh s6 Step ro rang; dat Action dung vi tri thuc thi.

Thém diéu kién ré nhanh va guard cho loop.

Review chéo vai checklist:

NoukwhNR

* Bbung hierarchy & numbering

* Tén tool va tham s6 hop |é

* Loop c6 diéu kién thoat

* Bién placeholder dugc dinh nghia ro

Template tham chiéu cho FPL

## <FLOW NAME>
1. Purpose sentence

- If <trigger condition>, then **Proceed** <TRIGGER FLOW NAME>

### <SUB_FLOW NAME>
1. Step Title

- Prompt: "...

- If &lt explained condition>, then call <function>(...)

## <TRIGGER FLOW NAME>
*Trigger*: <condition>

1. Step Title



Két luan: tu prompt cadm tinh sang
prompt cé kién truc

Khi Al Agents tré thanh mot phan cia hé théng nghiép vu, prompt khéng con la mét artefact phu.
N6 la mot 16p kién tric.

Flow-Prompt Language khong phai la mot “style viét prompt”, ma la mét phuong phap thiét ké.
N6 bubc nguoi viét phdi suy nghi nhu mot kién trdc su nghiép vu, thay vi chi la nguoi “viét cho
model hiéu”.

Cau héi quan trong khéng con la model nao théng minh hon, ma la:

44 Prompt ciia ban dang mé td mong muén, hay dang diéu khi€n hanh vi?

Glossary

Thuat ngir Pinh nghia
Agent Trg ly dua trén LLM, thuc thi Flow theo dac ta FPL.

. Cac module prompt cap cao, dinh nghia bang heading | ##|
Flow / Trigger Flow

Sub-Flow Nhanh x{ ly con, chi dugc di vao khi diéu kién théa man.
Routine Khai logic tai sir dung gbm nhiéu Step lién tiép.
Step Don vij héi thoai nguyén tl, noi Agent ra quyét dinh.

Hanh déng cu thé: goi tool, reply, ghi trang thai, hoac két

Action ,
thuc Flow.

Bién dugc thay thé runtime (vi du | {{user input}}|) bé&i

Placeholder .
prompt loader nhu Jinja.

Source: https://aiourlife.blogspot.com/2026/01/ke-prompt-cho-ai-agents-theo-luong.html
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