
In the fast-evolving world of voice agents and conversational AI, one of the most critical aspects of providing a
delightful customer experience is ensuring that when the bot passes the interaction to a live agent, it feels
seamless. No customer wants to relive their issue from scratch or hear the bot “giving up” mid-conversation. But
achieving a smooth handoff is non-trivial. It requires addressing multiple failure points, carefully managing
knowledge bases, and leveraging live tools that serve as the true source of truth.

In this blog post, we’ll explore the seven failure points common in voice-agent handoffs, the inherent limits of RAG
(retrieval-augmented generation) models and why knowledge base hygiene matters, and how mature
implementations by companies like Suprmind, Air Canada, and OpenAI are pushing the envelope with hybrid
pipelines incorporating speech-to-text and text-to-speech technologies. Our goal is to help you build handoff
flows that pass verified identity, pass attempted actions, and avoid frustrating repetitions like re-stating the same
order number — all while maintaining customer trust and efficiency.

Seven Failure Points in Voice Agent Handoff
First, let’s outline the seven most common failure points during handoff from bot to live agent in voice scenarios:

1. Identity Verification Failure: The bot either fails to confirm the customer’s identity or passes
incomplete/incorrect verification data, forcing the agent to repeat verification steps.

2. Action Context Loss: The bot doesn’t communicate what actions have already been attempted (e.g.,
rebooking a flight, resetting a password), leading to duplicated efforts.

3. Inconsistent Data Transmission: The handoff data format or fields don’t align with the agent’s CRM or
interface, causing missing or garbled info.

4. Order Number Repetition: Customers are repeatedly asked to say or spell their order or reference number
— a huge annoyance and trust breaker.

5. Lack of Live Truth Sources: Out-of-date knowledge bases can cause the bot to supply wrong info that the
agent must correct, delaying resolution.

6. Speech Recognition Ambiguities: Speech-to-text errors compound misunderstandings when key data are
misheard, especially with complex entity names.

7. Stilted Agent Introduction: The agent’s opening does not acknowledge or build on what the bot has already
covered, signaling a disjointed experience.

Why These Failures Matter

Each failure erodes customer trust and prolongs interaction time. A classic example is the order number repetition.
Customers commonly utter complex alpha-numeric IDs like "B3172" — get the spelling wrong once, and the
sequence breaks down, causing repetition and frustration. I always keep a notebook of real call snippets like 'B
three one seven two' for training and evaluation.

Ensuring these failure points are addressed requires a blend of technology and process discipline, encapsulated in
what I call a “source of truth” mindset.



RAG Limits and Knowledge Base Hygiene: Keeping the Bot Honest
Many modern voice agents leverage RAG (retrieval-augmented generation) models, combining a large language
model with a knowledge retrieval system to ground the bot’s responses in up-to-date documents or datasets.
However, there are inherent limits:

Data Freshness: Knowledge base updates may lag behind reality, especially in fast-moving domains like airline
bookings or telecom outages.

Relevance and Precision: RAG retrieval can surface semi-related documents that confuse the generator into
producing inaccurate “hallucinations.”

Ambiguity in Retrieved Content: When the knowledge snippets contain conflicting info, the bot may hedge
or provide vague answers.

Because of these limits, companies like Suprmind focus on rigorous knowledge base hygiene — continuous
curation, pruning outdated documents, and prioritizing canonical sources. This reduces errors and increases
confidence in bot responses, making handoff smoother.

The Role of Live Tools as Source of Truth

An essential innovation that companies such as Air Canada have adopted is linking voice agents to live
operational systems rather than static knowledge stores. By integrating customer-specific facts from CRM,
payment systems, and reservation databases in real time, the bot gains direct access to the authoritative truth
about a customer’s status.

For example, when a customer calls about a flight rescheduling, the bot can pull the exact itinerary from live
systems, verify the identity against current booking info, and communicate attempted changes in the handoff
payload. This minimizes the risk that the agent receives outdated or partial info and dramatically improves the
handoff experience.

High-Precision Entity Confirmation and Readback: A Core Best Practice



A major contributor to failed handoffs is errors in entity recognition—especially around verifying identification
data, order numbers, and addresses spoken by customers. Speech recognition suprmind.ai pipelines sometimes
mishear important tokens, causing identity or order verification failures.

Successful implementations combine the following:

Multi-stage Confirmation: After initial ASR, the agent or bot reads back recognized entities for customer
confirmation using text-to-speech synthesis.

Spelling and Phonetic Breakdown: Complex alphanumeric strings are decoded into easier-to-verify units
(e.g., saying “B three one seven two” instead of “B3172”).

Use of Confidence Thresholds: Speech-to-text engines provide confidence scores enabling fallbacks like “I
didn’t catch that—please spell your order number.”

Human-in-the-loop QA: Continual incorporation of real call snippets into evaluation suites, targeting error-
prone entity types for retraining and grammar improvements.

OpenAI’s recent advances in speech-to-text models now allow tighter confidence calibration and real-time entity
extraction, making it easier to pass verified identity accurately during handoff.

Putting It All Together: Best Practices for a Smooth Handoff
To ensure a smooth bot-to-agent transition, here is a checklist I recommend based on working across telecom and
retail voice agent projects:

Aspect Details / Thresholds Pass Verified Identity Confirm at least two identity factors (e.g., DOB and last 4 of SSN
or account PIN) with 95%+ confidence; handoff payload includes explicit verification timestamps and method Pass
Attempted Actions List all bot-executed attempts (e.g., password reset sent, seat changed) with timestamps; avoid
agent duplicating these No Repeat Order Number Perform clear entity confirmation once; pass canonical ID string
to agent interface; do not ask customer to restate Use Live Truth Sources Connect bot to CRM or order
management live APIs; avoid stale or replicated datasets Speech Pipeline Quality Use ASR models optimized for
domain-specific lexicons; include fallback prompts at < 85% confidence; implement phonetic spellbacks Knowledge
Base Hygiene Review and prune knowledge base weekly; remove deprecated content; curate for high-relevance
sources Agent Onboarding Provide agents with a read-only summary of the bot conversation and context; script
agent greeting to acknowledge bot’s efforts

Conclusion
Building a handoff experience where the bot doesn’t feel like it’s giving up — but rather like a knowledgeable
assistant smoothly transferring the conversation — is a discipline that spans technology, process, and psychology.

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


By understanding the seven failure points, respecting the limits of RAG and knowledge bases, integrating live truth
sources, and applying rigorous entity confirmation, you lay the foundation for trust and efficiency. This is what
companies like Suprmind, Air Canada, and OpenAI have learned through real-world implementations. Focus on
pass verified identity, pass attempted actions, and no repeat order number as your lighthouse KPIs. Your
customers will notice the difference — and so will your agents.

If you want to dive deeper into voice agent handoff metrics and evaluation with real telephony recordings, stay
tuned for my upcoming posts. Meanwhile, keep your notebook of real calls handy; sometimes, the truth lives in
what customers really say, not what the textbook says.


