In today's complex voice Al landscape, companies like Suprmind, Air Canada, and OpenAl are leading innovation

in conversational automation. Yet, one persistent issue haunts customer service centers: wrong tool calls that

accidentally cancel the wrong booking. This can devastate customer trust, increase operational costs, and erode Al

confidence.

This blog post unpacks how to prevent these costly errors by addressing seven failure points in voice agents,

respecting the limitations of RAG (retrieval-augmented generation) and knowledge base hygiene, leveraging

live tools as source of truth for customer-specific facts, and using high-precision entity confirmation with

consequence readback. We'll spotlight the importance of tool argument validation, account scoping, and

consequence readback as integral pillars to safeguard bookings.

Seven Failure Points in Voice Agents Leading to Wrong Tool Calls

Let's start by https://suprmind.ai/hub/insights/voice-ai-hallucinations/ outlining the typical failure points leading to

tool invocation errors such as wrong bookings cancellation:

1

. Incorrect Speech-to-Text Transcription: Misheard numbers, dates, or names cause wrong input.

2.

Faulty Intent Recognition: The Al misclassifies an utterance, triggering the wrong tool (e.g., cancellation

instead of rescheduling).

. Incomplete or Ambiguous Entity Extraction: Missing or unclear parameters (booking IDs, names) cause

incorrect calls.

. Poor Tool Argument Validation: Tool inputs are accepted without cross-checking correctness or business

rules.

. Lack of Account Scoping: Tool calls aren’t confirmed against the customer’s account or current session

context.

. Inadequate Confirmation or Readback: No precise readback or customer confirmation of actions before

execution.

. Outdated or Dirty Knowledge Bases: RAG models returning stale or incorrect information causing tool

misuse.



Each of these failure points compounds the risk of a wrong tool call and must be addressed systematically.

Understanding the Limits of RAG and Importance of Knowledge Base
Hygiene
Retrieval-Augmented Generation (RAG), popularized by companies like OpenAl, infuses large language models

(LLMs) with context from external knowledge bases to answer queries more accurately. While powerful, RAG's

success depends heavily on the freshness and correctness of its underlying data sources.
Knowledge Base Hygiene involves:

* Regularly updating booking and account data to prevent outdated references.
® Removing duplicates and erroneous records that confuse entity extraction.

* Ensuring consistent formats for IDs, dates, and names to avoid extraction mismatches.

Without these hygiene practices, RAG can “hallucinate” or pull wrong facts, misleading downstream tool calls. For
example, if a knowledge base contains a canceled booking still marked active, the Al might wrongly invoke a

cancellation tool.

Key Recommendation: Always treat RAG output as a guide for human or tool action,
not the absolute source of truth.

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

Voice agents deployed by Suprmind and customer service for Air Canada understand that live backend tools —
booking management systems, CRM APIs, and account databases — serve as the ultimate source of truth. Rather
than relying solely on Al or RAG outputs, the agent confirms details with live tool queries prior to executing critical

operations like booking cancellations.

This approach mitigates errors caused by outdated knowledge bases or speech recognition mistakes. After the

initial voice input pipeline (speech-to-text and NLU), the agent queries the relevant live tool data:

® Does the booking ID match one currently active on the customer’s account?



® |s the cancellation request allowed under current policies?

* Are there pending modifications or restrictions on the booking?

Only after confirmation does the tool call proceed, backed by validated data. This merges the natural language

interface’s convenience with the transactional robustness of live systems.

High-Precision Entity Confirmation and Consequence Readback

Critical high-risk actions like cancellations must include explicit, high-precision entity confirmation and

consequence readback to the customer.
Consider this standard interaction flow:

1. Al agent extracts booking ID and cancellation reason from customer speech.

2. The agent queries the live booking management tool to ensure the booking ID matches an active booking for
this account.

3. The agent reads back: “You are about to cancel flight booking number B3172 from Toronto to Vancouver on
July 10th. Is that correct?”

4. Customer confirms “Yes."

5. The agent proceeds with cancel tool API call.

This consequence readback acts as a guardrail minimizing accidental cancellations due to transcription errors or

misidentification. It also empowers customers to catch errors early.

Tip: Use careful, unambiguous phrasing and spell out critical entities where possible
(e.g., “B three one seven two"”) to improve clarity.

Tool Argument Validation and Account Scoping: The Data Gatekeepers

To ground tool calls within correct context, two pillars are indispensable: tool argument validation and account

scoping.

Process Description Failure Impact Best Practice Tool Argument Validation Verify input parameters (booking IDs,
dates, account numbers) conform to expected format and business rules before tool execution. Wrong or
malformed arguments cause tool to operate on unintended bookings. Implement regex checks, type validation,
and domain constraints; reject questionable inputs early. Account Scoping Ensure requested booking belongs to
the authenticated customer account to prevent unauthorized or cross-account changes. Tool cancels booking from
another customer, violating privacy and causing complaints. Match booking IDs with account IDs via live backend

calls before allowing cancellations.

Applied well, these checks reduce error vectors from noisy voice input or Al misclassification.

Integrating Speech-to-Text and Text-to-Speech Pipelines for Clarity
and Speed

Modern voice agents at Suprmind and others implement robust speech-to-text (STT) and text-to-speech (TTS)

pipelines to drive agent accuracy and natural customer experiences.

® STT: Must be optimized for domain-specific vocabulary such as flight numbers, city names, and booking

references. Custom language models improve transcription fidelity.



® TTS: Should prioritize clarity in entity readbacks, spelling out letters/numbers to avoid misunderstandings in

confirmation steps.

Investment in these pipelines reduces misheard commands — the root of many wrong tool call failures.

Summary: Practical Steps to Prevent Wrong Booking Cancellation

To conclude, preventing wrong tool calls in booking cancellation workflows requires a layered approach combining

Al advances with engineering rigor:
1. Fix the seven failure points by improving speech recognition, intent/entity extraction, and explicit
confirmations.
2. Maintain impeccable knowledge base hygiene for RAG systems and treat them as advisory sources.
3. Always validate against live backend tools as the single source of truth pre-execution.
4. Implement high-precision entity confirmation and consequence readback to catch errors interactively.
5. Enforce strict tool argument validation and account scoping to gate tool calls correctly.

6. Optimize speech-to-text and text-to-speech pipelines for better transcription and clarity.

With these measures, organizations like Suprmind and Air Canada can confidently automate complex booking

interactions while still protecting customers from mistakes that degrade trust.

Final Thought: What Is the Source of Truth for Your Voice Agent'’s
Booking Actions?
As a conversational Al specialist with a background in QA and voice agent product work, I'm always compelled to

ask: “What is the source of truth for that sentence?” Without knowing exactly which backend system confirms

your customer-specific facts, your agent is flying blind — and so are your customers.

Building robust guardrails around your tools, including clear validation, scoping, and readback mechanisms, is your

best defense against costly wrong tool calls that inadvertently cancel bookings.



