As voice agents knowledge base chunking accelerate their role in customer service, particularly in high-stakes
areas like refunds, a critical question arises: should refunds above a certain threshold require human
approval? This question sits at the intersection of operational efficiency, customer experience, fraud tolerance, and
technology trustworthiness.

Companies like Suprmind, Air Canada, and OpenAl are pioneering advances that address these challenges using
voice Al, cutting-edge retrieval methods like retrieval-augmented generation (RAG), and robust speech-to-text
and text-to-speech pipelines. This post explores why high-impact actions such as refunds demand a nuanced
approval workflow, underlying risks, failure points in voice agents, and best practices to balance automation

with trust.

Seven Failure Points in Voice Agent-Driven Refunds

When voice agents handle refunds, they navigate multiple failure points that can compromise accuracy, security, or
customer satisfaction.

Failure Point Description 1 Entity Recognition Errors Misunderstanding refund amount, customer identity, or order
references due to speech-to-text inaccuracies. 2 Knowledge Base Outdatedness Incorrect policies or limits applied
because the knowledge base is stale or improperly maintained. 3 Retrieval-Augmented Generation (RAG)
Mismatches RAG pipelines returning wrong or hallucinated info when grounding documents lack proper hygiene.
4 Entity Confirmation Omissions Failure to confirm critical details with the customer increases risk of processing
wrong refunds. 5 Fraud Detection Gaps Voice agents may miss subtle red flags without human intuition or robust
fraud heuristics. 6 Syntax & Logistics Errors Failures in converting accepted refund to backend systems due to
speech-to-text or integration glitches. 7 Approval Workflow Bypass Systems missing adequate thresholds or

conditions for routing high-value refunds for manual review.

Limitations of RAG and Importance of Knowledge Base Hygiene

RAG, or retrieval-augmented generation, is increasingly popular to enhance voice agents by providing contextually
enriched answers. However, RAG depends heavily on the quality and freshness of the base documents it

retrieves from.

As OpenAl APls and models integrate RAG methodologies in conversational Al, the knowledge base hygiene
becomes paramount. Outdated or inconsistent policy documents can lead to misleading Al-generated responses.
For instance, a refund policy change not reflected in source documents might cause a voice agent to erroneously

approve a refund beyond limits.
To mitigate these risks, organizations must establish:

® Regular audits and updates of knowledge repositories supporting RAG retrieval
® (Clear ownership and version control over policy documents

® Fallback mechanisms when confidence scores are low in retrieved content

Without vigilant hygiene, RAG pipelines risk becoming a source of hallucinated facts, a term often misapplied but
important to distinguish from deliberate "failure to ground on facts". What is the source of truth for each policy

statement—the live system or the document stack?

Live Tools as Source of Truth for Customer-Specific Facts


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

One unique challenge in refund processing is that customer-specific data—such as invoices, loyalty status, and

past transactions—must be dynamically verified. Static documents in a knowledge base cannot suffice.

This is where integrating live tools and APIs feeding into the voice agent workflow is critical:

1. Real-time order lookups to verify purchase details

2. Live policy enforcement engines to check refund eligibility against current rules
3. Fraud scoring APIs to assess transaction risk on-the-fly

For example, Air Canada’s customer service voice Al leverages their backend airline reservation system as the

definitive source of truth before issuing any refund approvals. This dramatically reduces errors compared to voice

agents that rely solely on static knowledge bases.

INSURANC

High-Precision Entity Confirmation and Readback



Accurate recognition of refund amounts, ticket numbers, and customer names via speech-to-text remains
imperfect despite advances in voice ASR. Therefore, an essential guardrail is high-precision entity confirmation

and explicit readback to the caller.
Best practices include:

® Confirming numeric values by spelling out digits (e.g., “refund amount is B-three-one-seven-two dollars”)

* Asking for verification of key identifiers with tolerance for natural language variations e.g., “Is your ticket

number seven-eight-nine zero one two?"

® Using text-to-speech readbacks that clearly enunciate values once more before proceeding

Implementations by vendors like Suprmind demonstrate that careful confirmation protocols reduce errors and

build trust, especially when refunds cross a financial threshold.

Approval Workflow: Balancing Automation with Fraud Tolerance

Refund processing lies in a spectrum where high automation drives scalability but also raises fraud risks and error

exposure. The central question becomes:
At what refund amount threshold should the system require human approval?
Industry benchmarks and experience from voice Al deployments suggest a multi-tiered approach:

Refund Amount Range Recommended Workflow Rationale Low (< $50) Fully automated with confirmation steps
Low risk, quick processing, improves customer experience Medium ($50 - $500) Automated plus spot human
audit or secondary verification Moderate risk; balances efficiency and oversight High (>$500) Mandatory human
approval after voice agent preliminary processing High risk of fraud or financial impact; compliance and trust

demands

This threshold system aligns with fraud tolerance policies and operational constraints. A blanket human approval
for all refunds would defeat the efficiency gains voice agents provide, but no approval risks financial losses and

customer trust damage.

Conclusion: Best Practices for Refund Approval in Voice Agents

Integrating voice agents into refund workflows offers tremendous potential to improve scalability and customer

delight. However, to harness this while safeguarding business and customer interests, organizations must:

¢ |dentify and monitor the seven failure points carefully to prevent costly mistakes.
* Maintain rigorous knowledge base hygiene and complement RAG outputs with live data integrations.
¢ Design high-precision entity confirmation and readback protocols to catch speech recognition errors early.

* |Implement a tiered approval workflow based on refund thresholds to balance fraud tolerance and

automation benefits.

* Employ multi-source "source of truth" strategies combining static knowledge, live tools, and human oversight

in critical cases.

In this evolving landscape, companies like Suprmind, Air Canada, and technology leaders such as OpenAl
continue to set the pace by refining how voice agents interact with customers while protecting high-impact
actions through thoughtful approval designs. The key is not to eliminate automation but to architect workflows

where humans and Al play to their unique strengths.



What is the source of truth for your refund policy and approval rules? Audit that first, then build your voice agent

safeguards around that foundation.



