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Aura - Frequently Asked Questions
Q: Can customers customise their order (e.g. “no onions”, “extra crispy”, or split toppings)?
A: Absolutely. Customers can request additions, removals, or special preferences just like they would with a staff member. Any extras are automatically added to the total, and special instructions are clearly printed on the receipt for the kitchen.

Q: Will it suggest a drink or side with the order?
A: Yes. The AI may suggest a drink or side to complement the order — just like a team member would. It keeps this brief and only suggests once, so customers don’t feel pressured.

Q: What if a customer changes their mind or talks for a long time — will it remember everything?
A: Yes. The AI keeps track of the full conversation and remembers items mentioned earlier in the call. Calls are also time-limited to keep things efficient and prevent misuse.

Q: Does the total always match your menu prices?
A: Yes. Totals are calculated directly from your menu pricing to ensure accuracy every time.

Q: How fast does it respond?
A: Responses are typically delivered in under two seconds, keeping the conversation natural and flowing smoothly.

Q: Can customers interrupt it while it’s speaking?
A: Yes. If a customer starts talking, the AI immediately stops and listens — just like a real staff member would.

Q: How does it perform if there’s background noise?
A: Very well. If it mishears something, it will simply ask the customer to repeat themselves.

Q: Does it sound like it fits our brand?
A: Yes. The agent is designed to be accurate, friendly, and efficient, with a tone that reflects a local Aussie shop vibe. It can also be adjusted to better match your brand’s personality.

Q: How does the order reach the kitchen?
A: Orders are automatically sent to a receipt printer located in your business as soon as they’re confirmed. We can also integrate directly with your POS system, depending on your setup.

Q: What happens if something on the menu is unavailable?
A: If an item turns out to be unavailable, the order receipt includes the customer’s phone number so your team can quickly contact them and offer an alternative. We can also provide a simple webpage where your team can mark items as out of stock when needed.

Q: Can customers speak to a real person if needed?
A: Yes. If the situation requires it — such as large orders or specific ingredient questions — the AI can transfer the call directly to your team.

Q: Is payment taken securely?
A: The AI does not take card details over the phone. If required, secure payment links via SMS can be implemented as a future feature.

Q: How does it handle prank calls or suspicious orders?
A: Orders will not be placed from private numbers. If an order appears suspicious, it is flagged and not processed. Larger orders (e.g. over $100 — this threshold can be adjusted) are automatically referred to the store for review to ensure they’re genuine.

Q: Can it understand Australian accents and slang?
A: Yes. The AI is configured with Australian businesses in mind and is trained to recognise local accents and common slang (like “parmy” for chicken parmigiana).

Q: What if a customer asks about ingredients?
A: The AI will not guess ingredient information. If it’s unsure, it will transfer the call to a staff member to ensure the customer receives accurate information.

Q: Does it collect the customer’s name?
A: Yes. The AI is prompted to collect a name before confirming the order. As an additional safeguard, every order also includes the customer’s phone number.

Q: What if it mishears something?
A: While rare, this can occasionally happen. The AI will ask the customer to repeat themselves to ensure the order is correct. As speech recognition technology continues to evolve, accuracy will only improve.

Q: Does it only operate during business hours?
A: Yes. The system follows your business hours and can be easily adjusted at any time. Outside of trading hours, callers will hear a custom message or can leave a voicemail.

Q: Is customer or business information kept secure?
A: Yes. The AI agent only has access to publicly available business information and your menu. Customer information from one call is not stored for future calls.

Q: How are wait times handled during busy periods?
A: The AI provides a general estimated wait time. While it doesn’t have live kitchen updates, the estimate is designed to set reasonable expectations without discouraging customers. More advanced wait-time options can also be configured if needed.

Q: Do I need to migrate to your phone provider?
A: For long-term implementation after the trial period, we recommend migrating to our supported phone provider. This ensures smoother support and reliability, as some providers do not offer the technical capabilities required to run the AI agent effectively.
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