
In the world of voice agents and conversational AI, one critical challenge stands tall: ensuring the bot only confirms
actions that have genuinely succeeded. False confirmations not only damage customer trust but also risk
operational inefficiency and costly errors.

Companies like Suprmind, Air Canada, and OpenAI have made significant strides in addressing this issue,
leveraging advanced tools such as retrieval-augmented generation (RAG), as well as robust speech-to-text and
text-to-speech pipelines. In this blog post, I’ll walk you through key failure points, the limits of knowledge-
augmented language models, and practical techniques to nail precision in confirming transactions.

Why Confirmation Accuracy Matters
Your voice agent’s ability to risk tier verification confirm from API response rather than inferred speech or past
state is the cornerstone of trust. Imagine an airline booking—if the bot mistakenly confirms your seat change
without it actually going through, the fallout can be major.

Simply put, a mismatch between the state and the spoken confirmation—the state vs speech mismatch—is an
avoidable UX hazard.

The Seven Failure Points of Voice Agent Confirmation
Through years of experience in the contact center space and conversational AI implementations, I catalog seven
common failure points that interfere with reliable action confirmation.

1. Speech recognition errors: Misheard user intents can cause wrong API calls or incomplete data.

2. Latency between request and backend response: Premature confirmation before final backend
acknowledgment.

3. API errors or fallback logic failure: Failure to detect and handle error states properly.

4. Mismatch between internal state and user utterance: The bot assumes a state different from reality.

5. Knowledge base staleness: Out-of-date facts leading to incorrect assumptions.

6. Model hallucination in responses: Incorrect information generated, especially in RAG setups.

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


7. Entity recognition imprecision: Failure to capture or verify critical values like transaction reference number.

Addressing These Failure Points

Let’s dig into solutions that real-life practitioners like Suprmind are applying to reduce or eliminate these issues.

RAG Limits and Knowledge Base Hygiene
Retrieval-Augmented Generation ( RAG) techniques combine large language models with external knowledge
retrieval systems. Although RAG boosts contextual accuracy, it has limits when the knowledge base is outdated or
unsanitized.

RAG Advantage Common Pitfalls Mitigation Real-time retrieval from fresh documents or databases Retrieves stale
or conflicting facts, causing hallucinated confirmations Regular knowledge base hygiene, verification workflows, and
source timestamps Contextually aware responses Overconfidence in uncertain or incomplete retrieved data
Threshold-based confidence measures and fallback logic

Ensuring your knowledge base is well-curated and current is a source of truth imperative — especially for
customer-specific facts that directly impact transaction outcomes.

Live Tools as the Source of Truth for Customer-Specific Facts
While language models can simulate understanding, the true confirmation must come from live backend tools:

Transactional APIs that return definitive success or failure codes

Databases with up-to-date user account states

Session-level state managers that track real-time user interaction outcomes

Air Canada incorporates dynamic backend checks before confirming ticket changes, preventing the bot from
falling prey to outdated session memory or speech misinterpretations.

In practice, this means your voice agent design should mandate confirmation only after explicit receipt and
validation of the API response. The API response must be the single source of truth for the bot’s confirmation
message, not inferred from partial context or speech alone.



High-Precision Entity Confirmation and Readback Strategies
Another essential technique to reduce errors is the rigorous confirmation of critical entities such as transaction
reference numbers, flight IDs, or payment amounts before finalizing the confirmation.

Explicit readback: Instead of a generic “Your request is confirmed,” use a detailed readback of transaction
data (“Your flight to Toronto is booked, reference number B three one seven two”).

Phonetic recognition standards: Use spoken letter-digit groupings to improve clarity.

Dual confirmation prompt: “Let me confirm: you want to book Flight 431. Is that correct?”

From my notes over real calls, snippets like "B three one seven two" help prevent common speech-to-text
misunderstandings (e.g., confusing “B” with “D” or “E” with “B”).

Speech-to-Text and Text-to-Speech Pipelines Matter
The architecture of your voice agent’s speech pipelines deeply influences confirmation accuracy:

Multi-pass speech-to-text decoding: Refinement passes can reduce entity misrecognition.

Contextual language models: Tailoring recognition models for domain-specific terms (e.g., airline jargon)
improves precision.

Adaptive text-to-speech: Clear, unambiguous readback phrasing reduces customer confusion and
subsequent errors.

OpenAI's advancements in speech models highlight the ongoing potential to tighten the feedback loop between
recognition accuracy and confirmation veracity.

Best Practices Summary Table
Challenge Recommended Approach Why It Works Premature confirmation Wait for backend API success response
before confirming Eliminates mismatch between user speech and actual state Knowledge base staleness
Implement regular KB updates and pruning Improves reliability of RAG retrieval Entity recognition errors Use
explicit readback & phonetic spelling of IDs Reduces speech-to-text transcription ambiguity Model hallucinations
Link confirmations strictly to verified data sources, not implicit text generation Prevents generation of unsupported
confirmations

Conclusion
Ensuring your voice agent confirms only actions that truly succeeded requires a multi-layered approach:

Eliminate state vs speech mismatch by tying confirmation to reliable API response data.

Maintain knowledge base hygiene, so your RAG-powered insights don’t hallucinate facts.

Leverage live backend systems as your source of truth for customer- and transaction-specific information.

Implement high-precision entity confirmation with phonetic readback to catch recognition errors.

Optimize your speech-to-text and text-to-speech pipelines for clarity and robustness.

By combining these strategies—as pioneers like Suprmind, Air Canada, and OpenAI have demonstrated—you
can dramatically improve your voice agent’s trustworthiness and customer experience.

Remember, never accept mere linguistic output as confirmation. Instead, always ask: what is the source of truth
for that sentence?


