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About the Company

A leading enterprise SaaS company, widely recognized for its customer engagement and contact center 

solutions, has been heavily investing in AI-powered contact center experiences for large enterprises.



The company has been building conversational AI solutions across voice and chat channels to help enterprises 

modernize customer support operations, improve response quality, and scale customer engagement efficiently.



A major area of focus has been enterprise phone-call AI agents used within contact center environments. These 

agents are designed to handle complex real-world customer conversations, including intent changes, 

contextual understanding, escalation handling, and integration with backend enterprise systems.



As adoption of conversational AI continues to grow across enterprise support operations, ensuring the reliability 

and production readiness of these AI agents has become a critical part of the company’s customer success and 

deployment strategy.
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Scale of AI Agent Deployments

The organization currently supports multiple enterprise AI agent implementations across customer 

environments, with additional deployments actively being developed and validated.

The primary conversational channels include:


Voice / phone-call agents


Chat support agents


Inbound customer service flows


Outbound AI engagement agents

The majority of these deployments operate within enterprise contact center environments where 

conversational reliability, compliance, and customer experience expectations are extremely high.


The complexity of these implementations extends far beyond traditional scripted chatbots. The AI agents are 

expected to:

Handle multi-turn customer conversations


Maintain contextual continuity


Manage interruptions and intent changes


Integrate with enterprise backend systems


Follow escalation and routing logic


Operate within compliance-sensitive environments

As conversational complexity increased, validating these systems at enterprise scale became significantly 

more challenging.
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The Challenge

Before adopting the Agent Testing Platform by TestMu AI, the company relied on manual conversational 

validation combined with internally developed testing frameworks.

QA and product teams would manually simulate customer conversations, validate expected responses, and 

walk through predefined conversational flows. These approaches worked for basic validation but quickly 

became difficult to scale as voice AI deployments grew more sophisticated.

The biggest challenge was testing real-world conversational variability.

Unlike deterministic applications, enterprise voice conversations are highly unpredictable.

Customers interrupt conversations, switch intent mid-call, provide incomplete information, rephrase requests, 

or respond emotionally. Traditional scripted QA approaches struggled to consistently determine and validate 

how well the agent handled these real-world behaviours.

Several limitations became apparent:


Manual evaluations were slow and resource-intensive


Human scoring lacked consistency


Scripted frameworks validated happy paths but missed conversational nuance


Multi-turn conversational failures were difficult to reproduce reliably


Realistic phone-call simulations were extremely difficult to scale

The most painful failure modes included:


Context loss during longer conversations


Incorrect handling after customer interruptions


Misinterpreted customer intent


Inconsistent escalation behavior


Compliance-sensitive response deviations

In one example, a voice agent initially handled a customer inquiry correctly. Still, after the customer changed 

the context midway through the interaction, the agent failed to maintain conversational continuity and routed 

the customer incorrectly.
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Issues like this often slipped past scripted testing because the conversation technically "completed", even 
though the overall customer experience had degraded significantly.

Why TestMu AI’s Agent Testing Platform

The company evaluated multiple approaches for conversational AI validation, including expanding internal 
tooling and using alternative evaluation platforms.

What differentiated TestMu AI was its observability-first architecture. Rather than returning opaque scores, the 
platform delivered instrumented verdicts; every test result came with the evidence behind it:

Full searchable transcripts of every conversation

Per-turn metric attribution (which message broke the metric, which turn caused the failure)

Evidence-backed verdicts (not just a score, but the interaction that proved it)

Persona-level performance breakdowns (how the agent responded to angry vs. confused vs. international-
speaker users)

Confidence intervals (was this result reliable or based on sparse data)

Trend tracking across model versions (did the fix actually improve performance, or did it trade one problem 
for another)



Teams could see exactly which message broke context awareness, which persona exposed a specific failure 
mode, and whether a fix actually resolved the problem. The ability to run agent testing in production-like 
phone-call scenarios became a key deciding factor.



Integration into existing workflows preserved the observability chain. Teams could pipe results directly into 
Slack, monitoring dashboards, and incident management tools, because the platform spoke the language of 
existing observability infrastructure: structured metrics, audit trails, and evidence-based alerts. It slotted into 
existing release and validation workflows, with conversational evaluations incorporated directly into CI/CD 
alongside broader enterprise testing systems.



Importantly, the implementation did not require replacing existing QA infrastructure. Instead, it extended the 
company’s validation capabilities specifically for conversational AI systems.
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How the Platform Is Being Used

Today, the organization primarily uses TestMu AI Agent Testing platform for:


Phone-call AI agent testing


Contact center conversational validation


Chatbot testing


Voice escalation testing


Outbound conversational flow validation

The primary evaluation areas include:


Context retention


Intent recognition accuracy


Conversational reliability


Escalation correctness


Compliance validation


Customer experience consistency

Conversational evaluations are now integrated directly into pre-release workflows, allowing teams to identify 

conversational regressions much earlier in the development lifecycle.



One of the most impactful changes came from moving away from deterministic response validation models.



The organization adopted outcome-based and intent-based evaluation models focused on:


Whether the conversation objective was achieved


Whether the context was maintained correctly


Whether responses complied with policy requirements


Whether the interaction remained within acceptable conversational boundaries



The automated Go-Live readiness assessments and scenario generation capabilities also significantly 

expanded conversational coverage while reducing the manual effort required to create test scenarios.
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Results

Since adopting TestMu AI’s Agent Testing platform, the organization has seen measurable improvements 

across both conversational quality validation and operational efficiency.

Key outcomes included:


Roughly 70% reduction in manual conversational QA effort


Faster pre-release validation cycles


Higher conversational scenario coverage


Earlier detection of conversational regressions


Increased deployment confidence for enterprise voice AI agents

The platform also enabled teams to validate significantly more real-world conversational scenarios before 

customer rollout, particularly for complex phone-call agent interactions.



Most importantly, the organization was able to scale conversational AI validation without proportionally scaling 

manual QA resources.



Previously, expanding coverage required increasing human testing effort almost linearly, a model that became 

increasingly difficult to sustain as deployments grew more sophisticated. With automated agent validation, 

engineering and QA teams can now focus on improving conversational quality and customer experience rather 

than repetitive manual evaluations.
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Looking Forward

The organization is continuing to expand conversational AI validation coverage across increasingly 

sophisticated enterprise support experiences.

One of the next major focus areas is validating richer customer engagement workflows involving RCS 

interactions integrated with phone-call and chatbot agents.

The company is also investing further in testing complex multi-agent conversational experiences where 

customers transition seamlessly across communication channels while maintaining contextual continuity.



As conversational AI adoption accelerates across enterprise contact center environments, continuous 

conversational evaluation is becoming a core part of the release lifecycle rather than a final-stage QA activity.
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About TestMu AI
TestMu AI (Formerly LambdaTest) is a fully autonomous agentic quality engineering 
platform that empowers teams to test intelligently, smarter, and ship faster. Over 
10,000+ customers and 2 million+ users across 132+ countries rely on TestMu AI for 
their testing needs.

1.2 Bn+
Tests

2M+
Users

10K+
enterprises

132+
countires

Exploratory Testing Real Device Cloud

Enhance web and app quality to ensure 
seamless user experience with real-time, 
live, exploratory testing on 10,000+ 
devices.

Test on 10,000+ real Android and iOS 
devices, and 3000+ browser combination 
cutting costs while ensuring compatibility.

KaneAI HyperExecute
Boost testing efficiency with an AI 
platform that uses natural language to 
create, debug and evolve tests.

Accelerate testing speed by 70% with AI-
Native orchestration for faster digital 
transformation.

Test Manager Accessibility Testing
Streamline test creation, management, & 
reporting for improved efficiency with AI - 
native unified Test Manager.

Ensure inclusive, accessible websites 
with TestMu AI’s manual and automated 
Accessibility Testing tool.

Automation Cloud Visual UI Regression
Accelerate product releases with secure, 
scalable, end-to-end test automation in 
the cloud.

Achieve UI perfection quickly with 
AI-Native visual regression testing 
across all platforms.

Test Intelligently. Ship Faster.

 +1 (866)-430-7087  


www.testmu.ai


sales@testmu.ai 
responsible

Principles
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