With the rapid adoption of Al-powered customer support solutions like chatbots and voice assistants, companies
often face a surge in support tickets linked to confusion over Al interactions. Users grow frustrated when it's
unclear what the Al can do, when human help is available, or whether their privacy is protected. This is especially
crucial for businesses operating within or targeting European https://coruzant.com/ai/ai-transparency-design-
problem/ Union (EU) users, where legal frameworks such as the EU Al Act impose stringent transparency

mandates.

Having spent years building Coruzant Technologies’ customer support voice interfaces with EU compliance baked
in, I've seen firsthand how unclear Al interaction design inflates support queues and erodes user trust. In this post,

we'll walk through best practices to reduce support tickets caused by unclear Al interactions, with a focus on EU

regulatory considerations and practical Ul/UX strategies.

1. Understanding the EU Al Act’s Article 50 Transparency Requirements

The European Commission’s Al Act is the EU’s ambitious regulatory framework to govern trustworthy Al. Central

to it is Article 50, which mandates:

¢ Disclosure up front: Users must be informed they are interacting with an Al system at the earliest

opportunity—ideally at first interaction.
® Scope and limits: The Al system’s capabilities and limitations need to be clearly described.

* Human escalation paths: Information about how and when users can access human support must be

provided.

Failure to comply doesn’t only expose you to regulatory fines; it also generates flurries of support tickets from

frustrated users who do not understand the Al’s scope or how to reach real agents.

Why Early Disclosure Matters

User confusion often stems from ambiguous initial experiences. Users may think they're chatting with a human or
expect the Al to handle complex issues beyond its capabilities. By disclosing Al involvement immediately, you set

clear expectations, reducing uncertainty and unnecessary inquiries.

2. Clarifying Provider vs. Deployer Responsibilities

The Al Act distinguishes between providers—those who develop or supply the Al system—and deployers—

companies that integrate the Al into their services. Both have compliance obligations:

Responsibility Provider Deployer Disclosure Creation Ensure transparency information about Al capabilities and
limits is accurate and accessible. Integrate clear disclosure at user touchpoints. User Interaction Handling
Maintain Al system performance and safety. Monitor user responses and provide easy escalation to human
support. Compliance Documentation Prepare necessary documentation for regulatory review. Implement

operational processes respecting transparency and user rights.

If you're a deployer using Al solutions from companies like Coruzant Technologies, clearly defining roles between
your team and the Al provider helps avoid gaps in disclosure or escalation processes that often lead to increased

support tickets.



3. Navigating the Extraterritorial Reach of EU Regulations

Even non-EU companies targeting or accidentally serving EU residents fall under the jurisdiction of the EU Al Act.
The European Data Protection Supervisor (EDPS) has emphasized that transparency and user rights now

extend beyond EU borders.
This means:

® Global Al deployments accessible by EU users must comply with Article 50 transparency rules.

® Non-EU companies must localize disclosures appropriately—not just translate but adapt messaging to EU

contexts.

® Ensuring assistive technology compatibility, such as with screen readers, is non-negotiable to meet

accessibility standards.

Ignoring these obligations leads to negative user experiences, inflated ticket volumes, and escalating legal risks.



4. Designing Clear Al Interaction Disclosures

Based on years of testing voice and chat product interfaces, here are actionable tactics to reduce confusion:

4.1. Disclosure Up Front

Use a straightforward, friendly intro that announces, “Hello! You're speaking with an Al assistant designed to help
with ...". Avoid ambiguous phrases like “powered by Al" without further explanation—users value clarity over

jargon.

4.2. Scope and Limits

Explicitly outline what the Al can and cannot do. For example:

® “| can help with checking order status and answering billing questions.”

* “I'm not able to process refunds—please ask to speak to a human for that.”

This prevents unsupported expectations.

4.3. Human Escalation

Clearly communicate how to reach a live agent, such as “Say ‘agent’ or press zero anytime to chat with a human.”

Make sure this step works flawlessly, as broken escalation flows generate a flood of support tickets.

5. Accessibility and Assistive Technology Integration

Unclear Al disclosures disproportionately impact people using assistive technologies, such as screen readers. Here's

why supporting these tools is crucial:

e Users relying on voice product interfaces or screen readers often experience frustration if the Al response

is unclear or navigational elements are poorly labeled.

¢ Audio disclosures should be concise and easy to follow. Testing copy by reading it aloud as a voice

assistant would helps ensure clarity and brevity.

¢ ARIA (Accessible Rich Internet Applications) standards must be implemented, enabling screen readers to

announce Al interaction statuses and disclosures appropriately.

Partnering with your accessibility and legal teams to include accessibility checkpoints in your launch checklists

minimizes support tickets caused by inaccessible or confusing Al interactions.

6. Monitoring and Iterating Based on Support Tickets

One of my quirks is keeping a running list of “support tickets caused by unclear Ul". This practice helps identify

patterns and user pain points in Al conversations.

After deploying Al solutions:

"on

* Review tickets for phrases like “I thought this was a person,” “I didn't know | could ask to speak to a human,”
or "What can this bot do?".

® |terate disclosure phrasing and placement accordingly.

* Train support teams on recurring user frustrations expressed in tickets to provide empathetic, proactive

responses.



Continuous improvement reduces repeated confusion and steadily lowers ticket volume over time.

Conclusion

Reducing support tickets caused by unclear Al interactions hinges on upfront, transparent disclosure about the Al
system'’s identity, capabilities, and limits—requirements set forth firmly in the EU Al Act's Article 50. Whether
you're a provider or deployer, prioritizing clear communication at first interaction, honoring user rights with

accessible design, and clarifying human escalation options are essential strategies.

For businesses operating globally, especially those with EU users, understanding regulatory nuances—including
the extraterritorial reach emphasized by the European Data Protection Supervisor—and working with partners like
Coruzant Technologies to build compliant, intuitive voice and chat interfaces will help minimize confusion, reduce

support tickets, and build stronger user trust.

Remember: transparent Al interactions aren't just regulatory requirements—they're the foundation of customer

satisfaction.



