Deploying voice Al in customer service is far more complex than simply integrating a chatbot with a speech
interface. Companies like Suprmind, Air Canada, and OpenAl have demonstrated the nuances needed to build
effective voice agents. When preparing to launch a voice Al system, there are critical technical and operational
failure points you must address to ensure reliability, user satisfaction, and compliance. This post breaks down a
practical pre-launch checklist for voice Al in customer service grounded in industry best practices, with a focus on

claim to source mapping, identifier confirmation, and tool validation.

Why a Pre-Launch Checklist Matters

Voice Al systems go beyond text-based chatbots. They integrate speech-to-text (STT), text-to-speech (TTS), natural
language understanding, knowledge retrieval tools like RAG (retrieval-augmented generation), and often connect
directly with live backend systems. Each interface layer introduces potential failure points. Without systematic

testing and validation, the risk of inaccurate responses, broken conversations, or compliance violations skyrockets.

Effective pre-launch testing also establishes a solid foundation for post-launch monitoring and continuous

improvement. It ensures your team understands the limits of your system and knows exactly where to focus

tuning and error resolution efforts.

Seven Failure Points in Voice Al Agents

Before launch, audit your voice agent with these seven failure points in mind. These come from real-world
experience with telecom and retail voice agent implementations and apply whether you work with OpenAl APIs or

custom voice Al vendors.

Failure Point Description Impact Mitigation Approach 1. Speech-to-Text Errors Misrecognition of user speech input
due to accents, noise, or domain-specific terms. Leads to wrong intent detection or entity extraction failure. Test
using real call audio samples; tune acoustic and language models; implement fallback prompts. 2. Intent
Recognition Failures Incorrect or ambiguous mapping of speech input to intents. Agent provides irrelevant
answers or gets stuck. Expand training data, validate with confusion matrices, use live data for tuning. 3. Entity
Extraction and Validation Extracted entities (e.g., account numbers) are wrong or partial. Failures in downstream
processes, customer frustration. Implement high-precision entity confirmation and readback, leverage tool
validation. 4. Knowledge Base Hygiene Outdated or inconsistent data in knowledge sources powering RAG.

Incorrect or stale answers returned to users. Regular audits, synchronization with live tools, and metadata tagging.



5. RAG System Limits RAG can hallucinate or extrapolate beyond factual data, causing false claims. Loss of
customer trust, possible compliance breaches. Bound the RAG system with trusted sources, "claim to source
mapping,” and confidence thresholds. 6. Text-to-Speech Voice Artifacts Robotic or unnatural TTS synthesis that
impairs user experience. User dissatisfaction, increased call time. Use high-quality pipelines, A/B test voices,
monitor for mispronunciation. 7. Integration and Live Tool Discrepancies Mismatches between agent responses
and live backend tools or APIs. Incorrect customer-specific facts or ability to perform requested actions. Establish

live tools as source of truth, continuous synchronization and validation.

RAG Limits and Knowledge Base Hygiene: Why It Matters

Retrieval-augmented generation (RAG) has revolutionized customer service by enabling voice agents to answer
open-ended queries with access to vast knowledge bases. Suprmind and OpenAl incorporate RAG methods in

their voice Al solutions to improve context relevance. However, RAG is not infallible.

Because RAG models may hallucinate responses or combine incomplete information without proper grounding,

knowledge base hygiene becomes vital:

* Regular updates: Keep source documents current and synchronized with backend systems.
* Metadata tagging: Tag documents with timestamps, versions, and validity periods.
¢ Claim to source mapping: Implement mechanisms that link every Al-generated claim back to a trusted

source document or live database entry.

Without these steps, agents risk delivering outdated or fabricated information, undermining customer trust and

increasing operational risk.

Live Tools as the Source of Truth for Customer-Specific Facts

Air Canada’s voice Al implementation highlights the importance of connecting voice agents directly to live tools—
such as reservation management systems, loyalty program databases, or billing engines—to verify personalized

information in real-time.

Your voice Al should query live tools for any fact involving personal data, account statuses, or transactional history

rather than relying solely on static knowledge. This approach safeguards accuracy and compliance.



Periodically validate that the integration points are stable, the API responses are parseable within latency budgets,

and fallback routes exist in case of outages.

High-Precision Entity Confirmation and Readback

One of the most overlooked yet impactful stages in voice Al workflows is entity confirmation and readback. Proper

implementation sharply reduces errors in critical identifiers like account numbers, booking references, or
transaction IDs.

Best practices include:

1. Chunked confirmation: Instead of repeating the entire number or code, confirm in smaller segments ("You
said B three one seven... is that correct?"). This approach mirrors how call center agents handle complex

identifiers.

2. Multi-modal validation: When possible, complement voice input with other modalities, e.g., SMS verification

of codes.
3. Confirmation triggers: For sensitive operations, require explicit customer affirmation before proceeding.

4. Tool validation: Cross-check confirmed entities against backend databases immediately to flag invalid or

nonexistent IDs.

Putting It All Together: The Pre-Launch Voice Al Checklist

Checklist Item Description Responsible Team Validation Method Speech-to-Text Accuracy Evaluate STT models
using real noisy customer calls covering all accents and terminology. Speech Engineers, QA Word Error Rate (WER)
analysis, confusion matrices with domain-specific datasets. Intent Recognition Precision Validate that intents
correspond to customer goals with minimal false positives/negatives. NLP Engineers, Product Owners Intent
classification metrics; testing against edge cases and live test calls. Entity Extraction and Confirmation Workflow
Implement, test, and QA chunked entity confirmation and readback prompts. NLP, UX Designers, Compliance Live
call simulation with real identifiers; metric: entity accuracy post-confirmation. Knowledge Base Hygiene & Version
Control Audit all KB documents for currency; establish update schedules and metadata tagging. Knowledge
Managers, Data Ops Automated content freshness reports; manual spot checks. RAG Configuration and Claim-to-
Source Mapping Set boundaries on retrieval scope; enable traceability of generated answers to source docs. Data
Scientists, Al Researchers Logging and audit trails; human evaluation for hallucination rates. Live Tool Integration
& Sync Validation End-to-end validation of APl connections, response correctness, and fallbacks. Developers,
System Integrators Integration tests; synthetic transactions; monitoring alert configuration. Text-to-Speech Quality
Assurance Assess voice naturalness, pronunciation, and latency in TTS pipeline. UX, Audio Engineers Subjective

listening tests; user surveys; latency benchmarking.

Conclusion: The Path to Reliable Voice Al in Customer Service

Launching a voice Al agent that customers trust requires systematic validation at every interaction layer. From
acoustic accuracy, contextual understanding, to backend integration and high-precision confirmation, you must

address known failure points with robust tooling Extra resources and processes.

Incorporate claim to source mapping to maintain truthfulness, enforce identifier confirmation workflows to
avoid erroneous transactions, and regularly perform tool validation to ensure backend integrity. Companies like
Suprmind, Air Canada, and OpenAl have set strong examples by building this rigor into their voice Al pre-launch

strategies.


https://suprmind.ai/hub/insights/voice-ai-hallucinations/

By following a detailed and practical pre-launch checklist, your voice agent deployment can reduce risk, improve

customer experience, and drive higher first-call resolution rates—delivering real business value on day one.



