Voice agents have transformed how companies engage with customers, offering 24/7 availability, rapid handling,
and a conversational interface. From telecom to retail, and even airlines like Air Canada, these Al-powered
assistants streamline common requests and transactions. But experience teaches us that voice agents are complex

systems prone to failure at multiple points.
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In this post, we'll highlight the seven critical failure points in voice agents, focusing on lessons from
implementations by market leaders such as Suprmind, Air Canada, and Al platforms like OpenAl. We'll also discuss
how key tools such as retrieval-augmented generation (RAG), speech-to-text, and text-to-speech pipelines
interact with these failure points, and why a verification layer employing high-precision entity confirmation

and readback is essential for customer trust.

Overview Table: The 7 Failure Points in Voice Agents



Failure Point Root Cause(s) Potential Impact Mitigation Strategies 1 Speech-to-Text (STT) Errors Acoustic noise,
accents, phonetic ambiguity Misunderstood customer requests leading to wrong intents Robust acoustic models,
adaptive noise filtering, domain-specific language models 2 Retrieval Failures in RAG Knowledge base hygiene,
stale/incorrect documents Incorrect or obsolete answers; hallucinated content Regular knowledge base updates,
source of truth validation 3 Tool Call State Authority Mismanagement Improper synchronization between agent
and backend systems Incorrect customer-specific facts, wrong transactions Integration with live tools as
authoritative data sources 4 Generation-Related Hallucinations Over-reliance on large language model without
constraints Fabricated or misleading responses Guardrails outside prompt; retrieval & verification layers 5 Entity
Extraction and Confirmation Errors Ambiguous spoken entity data, lack of double-checking Mismatched customer
data or transaction details High-precision entity confirmation and readback processes 6 Text-To-Speech (TTS)
Failures Incorrect prosody, mispronunciation Customer confusion or frustration Domain-tuned TTS engines,
prosodic feedback loops 7 Verification Layer Gaps Absence of secondary confirmation steps Unreliable or
untrustworthy interactions, escalations to live agents Implement robust verification checkpoints, especially for

high-stake info

Deep Dive into Each Failure Point

1. Speech-to-Text (STT) Errors: The First and Critical Barrier

The foundation of any voice agent is accurate speech recognition. Even subtle phonetic errors cascade into
incorrect intent recognition, frustrating users. For example, Suprmind’s implementations in noisy telecom call
centers revealed that not accounting for varied accents or background noise resulted in up to a 15%

misunderstanding rate.

Robust STT models trained on domain-specific data and noise conditions, combined with confidence scoring, help
reduce these errors. However, continuous tuning is essential to maintain performance as vocabulary and user base

evolve.

2. Retrieval Failures in RAG & Knowledge Base Hygiene

Retrieval-augmented generation (RAG) systems combine a knowledge retrieval step with generative Al to provide
contextually relevant answers. But the quality depends heavily on the cleanliness, freshness, and accuracy of the
knowledge base. Suprmind stresses, "What is the source of truth for that sentence?” because hallucinations often

arise when RAG retrieval fetches outdated or wrong documents.

Air Canada’s voice agents rely on live tools as an authoritative data source to avoid stale information — for
example, live flight status or loyalty https://suprmind.ai/hub/insights/voice-ai-hallucinations/ account data ensures

customers receive precise and up-to-date responses rather than hallucinated fabrications.

3. Tool Call State Authority & Synchronization

A common failure point occurs when the voice agent’s internal state isn't synchronized with backend tool calls —
for example, CRM or transaction systems. Suppose a voice agent reads information cached earlier but the
underlying data has since changed in the live tool (e.g., a payment status update). In that case, the agent provides

false assurances.

Maintaining “ tool call state authority” means the voice Al must query and confirm live system states just before
confirming any critical information or action. Air Canada’s voice agents effectively sync with real-time reservation

systems to uphold this authority.


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

4. Generation-Related Hallucinations Beyond RAG Limits

While RAG helps ground generations, some conversational moves still rely on large language model (LLM)
creativity, which can lead to "hallucinations"—fabricated, false, or misleading responses. It's disturbing how often

this is blamed indiscriminately without citing the root cause.

Guardrails that only live in prompt text are fragile. Instead, robust system design requires external verification and
retrieval confirmation layers. OpenAl's own best practices advocate combining retrieval with strict source

referencing and avoiding reliance on LLMs as sole truth emitters.

5. Entity Extraction, Confirmation, and Readback for Precision

One subtle but critical failure is ambiguous entity capture. Spoken numbers—such as account IDs like “B three one
seven two"—can be interpreted incorrectly if the agent lacks high-precision extraction and confirmation

mechanismes.

Suprmind champions a layered verification approach where entities are not just captured but immediately
repeated and confirmed by the customer. This “readback” is essential to avoid costly errors downstream, such as

wrong order cancellations or misapplied account changes.

6. Text-To-Speech (TTS) Failures Impacting User Experience

Incorrect prosody, unnatural or robotic voices, and mispronunciations can alienate customers — even if the
underlying intent recognition and fulfilment are perfect. For airlines like Air Canada, where brand trust is

paramount, voice quality reflects brand perception.

Modern TTS pipelines benefit from domain-specific tuning and real user testing, with feedback loops to reduce

unnatural intonations and improve clarity, especially for complex or multilingual names and terms.

7. Verification Layer Gaps: The Last Line of Defense

The final and often overlooked failure mode is the absence of a strong verification layer. Without independent
checkpoints confirming sensitive information—such as payment amounts, booking numbers, and cancellation

policies—users lose confidence.

A phone conversation is fleeting; any ambiguity can cause downstream calls, complaints, or lost sales. Suprmind
and Air Canada have reported that adding explicit verification steps—"I'm about to cancel your flight on December

10th, is that correct?”—substantially reduces errors and improves Net Promoter Scores.

Best Practices Synthesized

1. Source of Truth Alignment: Always anchor responses on validated live tools or authenticated knowledge

bases.

2. Hybrid Retrieval + Generation: Use RAG systems carefully; maintain strict hygiene on knowledge base

documents to reduce hallucination risk.
3. Robust Speech Pipeline: Continuously tune speech-to-text for domain accents and noise environments.

4. Entity Confirmation: Implement immediate readback and explicit verification for sensitive or ambiguous

entities.

5. Tool Call State Authority: Sync voice agent state in real time with backend systems for transactional

accuracy.



6. Optimize TTS Quality: Tailor voices and prosody models for clarity, brand consistency, and customer comfort.

7. Verification Layers: Introduce final confirmation steps especially for actions impacting services or finances.

Conclusion: Building Trustworthy Voice Agents

Voice agents are no longer futuristic novelties but critical customer interface points. Yet the complexity of speech
recognition, retrieval-augmented generation, and backend integration creates multiple failure points that can

degrade the customer experience.

Companies like Suprmind, Air Canada, and OpenAl showcase how vigilant management of these seven failure
areas—especially maintaining live tools as source of truth and deploying high-precision verification layers—enable

voice agents to deliver accurate, reliable, and trusted conversations.

Remember, success is not just about building a talking Al but engineering a resilient, verifiable conversational
ecosystem where every spoken phrase is backed by solid data and confirmation. Because in voice Al, hearing
retrieval generation correctly and respecting tool call state authority form the backbone of meaningful

engagement.



