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WHY WE WROTE THIS

agent market in depth. Testing platforms, listening to live
deployments, pulling apart vendor demos, and
stress-testing the technology against the kinds of calls
real Australian businesses actually take.

We've spent the last six months investigating the Al voice--q |

The conclusion is straightforward: the technology is real,
it works in some scenarios, and it fails in predictable
ways the vendors won't tell you about. Those failures
aren't trivial. An Al agent that mishears a customer's
address, talks over them, or sounds like a call-centre
script read by a robot will damage your reputation faster
than no Al agent at all.

This guide covers where these systems regularly fall
over, what to check before you sign, and the questions
that separate a vendor with substance from one selling
a wrapper. Read it before you make a decision that's
harder to walk back than it looks.
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What works, what doesn't

What works right now
These use cases are genuinely production-ready in 2026:

- After-hours overflow, where the alternative is voicemail no one returns

» Appointment booking and rescheduling against a live calendar

« Order taking from fixed menus

« FAQ deflection: opening hours, location, pricing brackets, parking

- Outbound qualification calls with one job: are you interested, yes or no, book a meeting
- Lead intake where the caller dictates rather than fills a form

+ Appointment reminders and confirmations

The common thread is narrow scope, a predictable conversation tree, and a low cost when the agent
gets it wrong.

Where they regularly fail

Four failure modes show up across almost every platform we tested. Any vendor who claims to have
solved them is selling you something.

.I Accent drift

Voice models are trained predominantly on American and British English. Put a broad
Australian accent in front of them, especially on digit strings, suburb names, and
uncommon proper nouns, and they mishear or mispronounce. One wrong digit on a phone
number or address is one lost customer and one bad review.

2 Response delay

Anything beyond about 1.2 seconds between the caller finishing their sentence and the
agent responding feels robotic. Most deployments we measured sit at 1.5 to 2.5 seconds.
Callers fill the silence, the agent talks over them, and the conversation collapses. Latency is
rarely on vendor pricing pages because it's the hardest thing to fix.

3 Repetitive question routing

Poorly built agents lose track of what the caller has already told them. The customer gives
their name in the opening line, then gets asked for it again two turns later. They mention
they're calling about a quote, and the agent still walks them through the full triage script.
Fixable, but only with serious work on the conversation logic. Most off-the-shelf vendors
haven't done it.

4 Routine questioning with no personability

Most agents sound like a survey. Flat tone, no variation, the same phrasing on every call. A
real receptionist softens when someone sounds upset, hurries when the caller is in a rush,
and drops the script when the situation calls for it. Current voice agents do none of this by
default. Technically functional, commercially cold, and your brand sounds cheap.

If a vendor demo glosses over any of these four, ask to hear three live recordings from existing
Australian customers. The silence will tell you what you need to know.
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The honest cost breakdown

What a vendor quote usually leaves out:

Setup and prompt engineering. 20 to 80 hours depending on complexity

Voice tuning and accent work. 5 to 15 hours

Integration with your calendar, CRM, or job management system. 10 to 40 hours
Ongoing per-minute costs. roughly 18 to 35 cents per call minute at retail

Phone number, recording storage, transcript storage. small but real

Monthly maintenance. listening to call samples, retuning prompits, fixing new failure modes

Realistic monthly all-in cost at three call volumes

Calls per Avg Per-minute Platform +

month duration cost maintenance Lo el e

50 3min $0.25 $250 $290 to $400
250 3 min $0.25 $400 $590 to $850
1,000 3 min $0.25 $750 $1,500 to $2,200

Setup is a separate one-off, typically $4,000 to $15,000 for a properly built agent. Anyone
quoting under $2,000 is either shipping a template or skipping the work that makes it actually
function.

The good news: even at 1,000 calls a month, you're under the cost of a part-time receptionist,
and the agent doesn't take lunch or quit.

The numbers vendors don't put in the proposal

Setup hours, integration work, and monthly tuning regularly add 40 to 60 percent to the
headline price. Ask for an all-in 12-month cost before you compare quotes.
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Compliance and the questions every
vendor must answer

The Australian compliance reality

Call recording consent: the safest standard is to announce on every call, both inbound and
outbound. State legislation varies.

Privacy Act: voice is personal information. Voice cloning is sensitive information and requires
explicit consent before you train it.

Data residency: most vendors process audio in the US or EU. If you're in healthcare, legal,
finance, or government-adjacent work, ask before you sign.

Australian Consumer Law: misleading conduct risk if the agent promises something the
business can't deliver. Constrain it.

Do Not Call Register Act: if you're dialling outbound, scrub your lists. The fines are real.

The five questions every vendor should answer in writing

Where is the call audio processed and stored? Get the country, not the marketing
answer.

Can | hear three live recordings from existing Australian customers in my industry?

What is the average latency from caller pause to agent response? Anything over 1.5
seconds feels robotic.

What happens when the agent doesn't know the answer? Acceptable: clean handoff
to a human, take a message, escalate by SMS. Unacceptable: make something up.

Who owns the prompt, the voice clone, and the call data if | leave?

If a vendor flinches on any of these, walk.
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A 90-day rollout that actually works

Define one narrow use case. Not three. One.

Map the conversation tree on paper. Every branch, every failure
path.

Weeks 3to 4

Weeks 5to 6 Build, test internally, break it on purpose.

Weeks7to 8 Pilot with 10% of real traffic. Listen to every call.

Weeks 9to 10 Tune voice, prompts, and edge cases based on real recordings.

Scale up, set monitoring, schedule a monthly review.

Most failed deployments skip step 2 and step 7. Don't.

Want a second opinion before you sign anything?

We'll spend 30 minutes on a call, look at your current setup, and tell you honestly

whether Al voice fits your business right now. If it doesn't, we'll say so.

1300 MTC NOW - hello@mtcau.com - mtcau.com

Managed Technology Consulting. Telco, IT, print, AV, and Al under one monthly cost. Australian-owned,
with offices in VIC, NSW and QLD and 24/7 Australian-based support.
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