“Mera order kal deliver hoga, or should | pick it up?” That kind of sentence is ordinary for many bilingual speakers
—and awkward for many automated systems. A caller may switch between Hindi and English mid-sentence, use
an English product name with Hindi grammar, or change languages when they get frustrated. The question is not
just whether a voice agent knows both languages. It is whether it can follow the switch without making the caller

start over.

The short answer: yes, a voice agent can handle Hindi and English in the same sentence, but the result depends on
how its speech recognition, language model, and voice generation work together. The experience also depends on
accents, background noise, the task being handled, and whether the system can recover when it gets something

wrong. “Supports Hinglish” is a useful starting claim, not proof that every conversation will work.

Why traditional IVR and scripted chatbots frustrate people

Traditional interactive voice response systems often ask callers to choose from a fixed menu: “Press one for billing.
Press two for support.” Some use spoken prompts, but still expect a narrow answer, such as “billing” or
"appointments.” That design can be efficient when a caller’'s need fits the menu. It becomes frustrating when it

does not.

A caller might say, "“Mujhe last month ka bill samajhna hai,” and the system may recognize only “bill,” route them
to a generic billing menu, and ask them to choose again. Or a scripted chatbot may understand the first half of a
request but fail when the caller adds an English account term or switches back to Hindi. The problem is not that
menus are always bad. It is that they can force people to translate their real need into the system’s preferred

format.
Common failure points include:

* Rigid vocabulary: The system recognizes only a set of expected words or phrases.
* Language selection upfront: Callers must choose Hindi or English before they can explain what they need.

* Repeated prompts: A wrong answer sends the caller back to the same menu instead of offering a useful

recovery path.

* Weak interruption handling: The system keeps talking through a caller’s correction, or mistakes the

interruption for background noise.

* No room for natural phrasing: Callers have to guess the exact command rather than describe their goal.

These issues are especially noticeable in bilingual conversations. A person does not necessarily think, “Now | will
switch from Hindi to English.” They simply use the word that comes to mind. A useful agent has to follow that

behavior rather than requiring a language change to be announced and confirmed.

What changed in Al voice quality and conversation handling

Voice technology has improved across several areas: speech recognition can handle more varied speech, language
models can interpret requests expressed in different ways, and text-to-speech systems can produce more natural-
sounding speech. Together, those advances make open-ended voice interactions more practical than they were

when systems depended mainly on fixed menus and prerecorded prompts.
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That improvement should not be confused with a guarantee of flawless conversation. A smooth voice can
mobileappdaily.com still misunderstand a name, miss a number, or answer confidently when it should ask a
question. A voice that sounds natural is not evidence that the system understands a caller’s intent. Quality needs
to be measured in the task itself: Did it identify the request? Did it confirm important details? Could the caller

correct it?

Market research firms such as Gartner and Grand View Research provide broader context for interest in
conversational Al and voice technologies. Their coverage can help businesses understand market activity, but a
market trend does not establish that a specific agent handles code switching well. For that, teams need direct

evaluation with the languages, accents, devices, and use cases they expect in production.

How a voice agent processes Hinglish

A voice agent is not a single component. In a typical interaction, several technologies work together. Their
handoffs matter: a recognition error can distort what the language model sees, and a good response can still fail if

it is spoken in the wrong language or at the wrong time.

Component What it does Why it matters for code switching Typical limitation Speech recognition (ASR) Turns
incoming speech into text or another machine-readable representation. It needs to recognize Hindi and English
words even when they appear in the same utterance. Accents, noise, names, and domain-specific terms can cause
errors. Language model Interprets the recognized words, context, and task to decide what the caller means. It can
use surrounding context to interpret a mixed-language request and choose a relevant follow-up. It may infer too
much, misunderstand a correction, or produce an unsupported answer. Text-to-speech (TTS) Converts the agent’s
response into spoken audio. It can deliver a response in a voice and language style suited to the conversation.
Pronunciation, language transitions, and names may sound unnatural or unclear. Conversation orchestration
Manages turn-taking, tools, confirmations, and recovery. It determines whether the agent waits, yields, asks a
clarifying question, or continues after an interruption. Slow responses or poor interruption rules can make even

accurate speech feel frustrating.

Speech recognition: the first test

Speech recognition, often shortened to ASR, is the part that listens to the caller. For Hinglish, a system may need

to recognize a Hindi sentence with English words, English words spoken with a Hindi accent, or a phrase written in
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Roman letters when the system displays a transcript. Those are related but different challenges. A demo that

recognizes a clean, rehearsed sentence may not reflect performance on a noisy phone call.

Teams should test realistic examples: product names, street names, amounts, dates, and common phrases spoken
in different ways. They should also check what happens when the ASR result is uncertain. If the agent silently

guesses at an account number, that is a more serious problem than asking, “Did you say 15 or 507"

Language models: interpreting intent, not just words

Once speech is recognized, a language model helps determine what the caller is trying to do. It can interpret
“refund ka status check karna hai” as a request to check a refund, even if the caller does not use a prewritten

command. Context helps, too: after an agent asks which order, “the one from Friday” may be enough to continue.

However, context is not permission to invent missing information. A dependable agent should ask a clarifying
question when two interpretations could lead to different outcomes. It should confirm consequential details, such
as a payment amount or an appointment change, rather than treating a plausible guess as a confirmed

instruction.

Text-to-speech: responding in a way people can follow

Text-to-speech turns the agent’s response into audio. Modern TTS can sound more expressive than older, highly
mechanical systems, and some platforms offer a range of voices and controls. ElevenLabs is one company working
in voice generation. Its ElevenLabs iOS App is a reference point for experiencing voice technology on a mobile
device, but an app’s voice output alone does not demonstrate that a complete customer-support agent can

recognize Hinglish, access business systems, or safely resolve a service request.

A well-designed agent should also choose an appropriate response style. It may mirror the caller's language mix,
use mostly Hindi with familiar English service terms, or ask which language the caller prefers. The goal is clarity, not

imitation. A system should not pretend to be a human employee; it can be transparent that it is an automated

voice assistant while still speaking naturally.

Why mobile apps are a natural channel



A mobile app can give a voice interaction useful context. If a customer is signed in, the app may already know
which service they are using, what screen they are viewing, or which order they want help with. That can reduce
the need to repeat account details—provided the customer has agreed to the relevant data use and the app uses

it appropriately.

On iOS, a voice experience can also sit alongside familiar app interactions. A caller might start speaking, review a
suggested answer on screen, correct a recognized detail, or switch to typing when speaking is inconvenient. The
app can present confirmations for actions that should not happen based on audio alone. These options make

mobile a useful setting for voice support, not an automatic solution to recognition or privacy problems.

Context must be handled carefully. Being signed in does not mean a user expects every piece of app data to be
used in a voice conversation. Good product design explains what information is used, asks for consent where
appropriate, and provides a way to continue without voice or withdraw from the interaction. Businesses should
also define how audio and transcripts are stored, who can access them, how long they are retained, and whether
they are used to improve models. Those answers should be specific and available before deployment, not hidden

behind a vague “your data is secure” statement.

What a reliable Hinglish agent should do when it gets confused

Even a strong system will sometimes mishear a caller. The difference between a useful agent and an annoying one
is often the recovery. A caller should be able to interrupt with “Nahi, | said Thursday,” and have the agent stop,
acknowledge the correction, and update the relevant detail. If it carries on speaking over the caller, it recreates one

of the most frustrating habits of old phone systems.
Look for behaviors such as:

* Flexible language use: The caller can switch languages without restarting or choosing a new menu.

* Short, specific clarification: The agent asks about the one unclear detail instead of repeating the entire

request.

* Interruption support: The agent can yield when the caller speaks and handle corrections mid-turn.

* Useful confirmation: It repeats critical details in a way the caller can verify.

e Graceful fallback: It can offer keypad input, a text option, or a human handoff when the task exceeds its
ability.

* Honest limits: It does not claim to have completed an action unless the connected service confirms it.

How to evaluate one before launch

Do not evaluate a voice agent only with a polished demonstration in a quiet room. Test it with the real variation
customers bring: different accents, speech rates, background noise, code switching, and incomplete requests.
Include interruptions deliberately. The best test is not “Can it repeat a prepared sentence?” but “Can it finish the

task, recover from a misunderstanding, and explain what it cannot do?”

1. Build a representative test set. Include common Hinglish phrases, regional pronunciation, English product
terms, names, dates, and numbers.

2. Test both directions of switching. Try Hindi-to-English and English-to-Hindi changes, including switches

mid-sentence and mid-conversation.

3. Measure task outcomes. Track successful completion, avoidable transfers, correction rates, and errors on

high-impact details—not just recognition scores.



4. Stress-test turn-taking. Talk over the agent, correct it while it is speaking, pause, and change your mind.

Check whether it stops and updates its understanding.

5. Review failure cases with people. Listen to real or consented test interactions and examine where the

system misunderstood, guessed, or made callers repeat themselves.

6. Set privacy and escalation rules. Define consent, retention, access, deletion, and the conditions that trigger
a human handoff.

These tests should continue after launch. Language use changes by region, customer group, and task. A model
update, new product vocabulary, or change to the app flow can also alter performance. Keep a clear route for

customers to reach a person, especially when the issue is sensitive, urgent, or outside the agent’s approved scope.

So, can one voice agent handle both languages?

One voice agent can handle Hindi and English in the same sentence when its speech recognition is designed and
tested for code switching, its language model can interpret mixed-language intent without overguessing, and its
voice and turn-taking behavior make corrections easy. It is not enough to combine a Hindi voice with an English
voice, or to label a product “multilingual.” The full conversation—from listening to acting to recovering—has to

work.

For product teams, the practical question is not whether an agent can produce a convincing sample of Hinglish. It
is whether customers can speak naturally, correct the system without a fight, understand what it is doing, and
reach a human when needed. Test that experience on real devices, including iOS, with clear consent and retention
policies. If the agent handles those moments well, mixed-language support can feel less like navigating a phone

tree and more like getting help in the language the customer actually uses.



