Artificial Intelligence (Al) has transformed customer support, enabling teams to scale, enhance responsiveness, and
reduce costs. However, a growing challenge has surfaced over the past few years—Al hallucinations. These
"hallucinations” refer to Al agents fabricating information or presenting inaccurate responses in customer

interactions, risking damaged trust, compliance breaches, and operational disruption.
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In this post, we'll dissect the nature of Al hallucination risk, explain how modern customer support platforms like
Zowie, Intercom (Fin), and Zendesk (Advanced Al) are addressing it, and share proven strategies including
leveraging Large Language Models (LLM), Retrieval-Augmented Generation (RAG), and enterprise-grade audit

logs and policy enforcement.

Understanding Al Hallucination Risk

The term ai for whatsapp customer support Al hallucination is borrowed from the Al research community to
describe when generative models produce outputs that are false, nonsensical, or not grounded in factual data. In
customer support, this might mean an Al chatbot giving incorrect instructions, inventing policies, or fabricating

credentials.

Hallucinations arise because large language models are probabilistic pattern matchers, not knowledge repositories
or deterministic logic engines. When they generate text, they predict what *could* come next based on training

data, sometimes fabricating details to maintain fluency or conversation flow.
For regulated and high-volume customer support teams, this is not just an annoying bug—it’s a major risk:

* Compliance issues: In industries like finance, healthcare, or telecom, incorrect info can violate regulations.
* Customer trust erosion: Fabricated or inaccurate answers cause confusion and hurt brand reputation.

* Operational inefficiency: Misleading responses generate unnecessary escalation, longer handle times, and

extra manual review.

Al That Assists vs Al That Resolves

To mitigate hallucination risk, it helps to distinguish between “Al that assists” and “Al that resolves™:


https://getzowie.com/blog/which-ai-technologies-are-leading-in-customer-service-automation

e Al that assists augments human agents by suggesting answers, classifying tickets, or providing knowledge
snippets. It leaves critical judgments, policy application, and final communication to trained humans, reducing

hallucination impact.

¢ Al that resolves

Platforms like Intercom (Fin) often emphasize Al-assisted models for financial customer support, blending
automation with agent oversight to maintain regulatory compliance without full autonomy.

The Three Levels of Automation in Customer Support

Effective Al-powered support blends the right level of automation across these layers:

1. Knowledge automation: Automating FAQ retrieval, knowledge base searches, and recommending

standardized answers reduces hallucinations by grounding responses in vetted content.

2. Process automation: Guiding customers and agents through structured workflows (e.g., password resets,

claim submissions) ensures deterministic behavior with low ambiguity, cutting hallucination risk.

3. Orchestration automation: Coordinating multiple systems and teams behind the scenes to close tickets or

escalate issues, enabled by platforms with enterprise-grade controls and traceability.

Zendesk Advanced Al

Deterministic Workflow Execution to Reduce Hallucination Risk

At the core of reducing hallucinations is the principle of deterministic execution: Al systems must operate within
clear logical boundaries and not generate free-form content in sensitive contexts. This means strict guardrails on:

® Which outputs are allowed at each step

* Validations against trusted data sources (RAG methodology)

* Fail-safe fallbacks to human agents or pre-approved scripts



For example, Zowie employs a per-conversation pricing model aligned to automated containment, incentivizing
accuracy and minimizing hallucinated escalations. Their architecture locks down steps so Al can't "invent”

unsupported workflows, focusing instead on QA'd knowledge snippets and predefined decision trees.

Enterprise Observability, Audit Trails, and Compliance
Beyond algorithmic fixes, enterprises need operational controls that allow continuous monitoring and compliance:

* Audit logs: Every Al action — suggestions, decisions, escalations — must be logged with metadata on who,
what, and why.

* Policy enforcement: Automated checks to block unauthorized topics, language flags, or out-of-policy scripts
before customer transmission.

® Observability dashboards: Real-time visibility into Al accuracy, escalation rates, and user feedback to detect

hallucination patterns early.

Good examples come from Zendesk Advanced Al

Best Practices to Combat Al Hallucinations in Your Support Team

1. Implement RAG (Retrieval-Augmented Generation): Combine LLMs with curated, up-to-date knowledge

bases so Al responses anchor in verified facts rather than generating free-text.

2. Use deterministic workflows: Model common support cases as rigid decision trees or circuits that prevent
freeform hallucinations.

3. Start with Al-assisted, not Al-resolving: Build trust with human-in-the-loop processes before expanding
autonomous Al roles.

4. Ensure robust audit logs: Demand vendors demonstrate thorough logs of Al interactions and changes for

troubleshooting and compliance audits.

5. Regularly sanity-check ROI: Calculate cost-per-resolution, factoring in escalation due to hallucinations, to

justify automation investment.

6. Train your team to spot hallucinations: Share stories and examples (yes, including your “automation that

broke at 2am” episodes) so everyone remains vigilant.

Conclusion

Al is indispensable for scaling modern customer support, but unchecked Al hallucinations risk operational,
reputational, and compliance damage. The path forward involves combining powerful LLM and RAG techniques
with deterministic workflows, layered automation, and enterprise observability baked into platforms like Zowie,

Intercom (Fin), and Zendesk Advanced Al

Above all, best-in-class teams balance Al assistance with human judgment, insist on audit logs and policy
enforcement, and continuously measure automation impact against cost and quality goals. With these guardrails,

you can unlock Al's full potential safely and effectively.

Vendor Approach to Al Hallucination Pricing Model Key Technology Zowie Deterministic workflows, per-
conversation containment Per-conversation pricing Workflow automation, knowledge engagement Intercom (Fin)
Al-assisted with human agent oversight, policy enforcement Seat-based with addon Al assistance LLM augmented
with compliance layers Zendesk (Advanced Al) RAG-enabled knowledge + process automation, audit logs Tiered

seat and usage pricing LLM, RAG, orchestration frameworks



