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Vendor LLM Discussion Prompts 
Adapt to suit your needs and circumstances 

 

Definitions are provided via embedded links to aid foundation understanding 

LLM Identification and Provenance 

1. Of the solutions that we purchase from you, which specifically use LLMs? 

o Who produces these LLMs (e.g., OpenAI, Google, Anthropic, open-source, 

proprietary)? 

o What specific model/version are we currently using (e.g., GPT-4, Claude 3, Llama 

3)? 

o Have these models been additionally modified: fine-tuned, prompt-engineered, 

RAG-enabled, or customised? 

o If modified, please specify how, why, and by whom these modifications were 

made 

o Do you provide model cards or documentation detailing model specifications, 

training data sources, and known limitations?  

 

Governance and Upgrade Management 

2. What's your policy and process for model upgrades and version management? 

o How do we collaborate on early visibility, testing, and establishing acceptance 

criteria? 

o What is your change management process for LLM updates? 

o Do you maintain previous versions if new ones prove problematic? 

o How much notice do clients receive before updates are implemented? 

o Is there a sandbox/staging environment where we can test new models before 

production deployment?  

o Can we opt out of automatic upgrades if necessary for compliance or operational 

reasons? 

https://brainfoodtraining.com/provenance/
https://brainfoodtraining.com/llm/
https://brainfoodtraining.com/fine-tuning/
https://brainfoodtraining.com/prompt-engineering/
https://brainfoodtraining.com/rag/
https://brainfoodtraining.com/model-cards/
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LLM Selection and Evaluation Criteria 

2. What criteria do you use to select the appropriate LLM for specific use cases? 

o How has it been tested to verify suitability for contact centre applications? 

o Do you conduct comparative evaluations across different models for each use 

case? 

o What performance benchmarks do you use to evaluate model effectiveness? 

o Can you provide case studies or examples specific to our industry/use case? 

o What are the known limitations of the selected models for our specific 

requirements?  

o Do you support candidate model architecture allowing customers to swap the 

LLM behind specific use cases?  

 

Hallucination Mitigation Strategies 

3. What specific measures have you implemented to reduce or mitigate LLM 

hallucinations in your solution? 

o What structured output generation techniques do you employ? 

o How do you enforce strict rules for LLM outputs? 

o What system prompt enhancements have you implemented? 

o Do you utilise retrieval-augmented generation (RAG) or semantic layer 

approaches?  

o What's your guidance on expected hallucination rates for different contact centre 

functions? 

o What's your specific advice for the use cases we want to implement? 

o Are there specific domains or topics where your LLMs are more prone to 

hallucinations? 

 

https://brainfoodtraining.com/candidate-model-architecture/
https://brainfoodtraining.com/hallucination/
https://brainfoodtraining.com/hallucination/
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Performance Monitoring and Benchmarking 

4. What performance data can you share with us on hallucination rates and other 

quality metrics? 

o Is this data historical or continuously updated? 

o Do you have specific performance data aligned with our industry and use cases? 

o How can we collaborate on data sharing and establishing our own benchmarks? 

o What reporting tools do you provide for ongoing performance monitoring? 

o Do you offer reportable reasoning that explains why the AI reached specific 

conclusions?  

o What KPIs do you recommend for monitoring LLM performance in contact centre 

applications? 

o How do you measure and report on AI-specific metrics beyond traditional contact 

centre metrics? 

 

Risk Management and Operational Controls 

5. What capabilities do you provide to help us manage LLM risks throughout the 

lifecycle? 

o What pre-launch testing tools or procedures do you recommend? 

o What operational management and reporting capabilities are available? 

o How can we optimise performance over time? 

o Do you provide real-time monitoring for LLM outputs? 

o What fail-safe mechanisms exist when LLMs operate beyond their knowledge 

limits?  

o What escalation paths exist for handling problematic AI outputs? 

o Do you offer human-in-the-loop options for high-risk scenarios? 
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Training and Knowledge Transfer 

6. What training or guidance do you provide to help our staff effectively use and 

oversee LLM-powered features? 

o Do you offer role-specific training for agents, supervisors, and administrators? 

o What documentation is available for troubleshooting LLM-related issues? 

o Do you provide best practice guides for prompt engineering or system 

optimisation? 

o What ongoing education do you offer as models evolve? 

o How do you support change management during implementation? 

o Do you offer certification programs for staff managing LLM-powered tools? 

 

Data Privacy and Security 

7. What data privacy and security measures do you have in place for your LLM 

implementations? 

o What customer data is used for training, fine-tuning, or inference? 

o How is sensitive customer information protected during LLM processing? 

o What data residency guarantees can you provide? 

o How do you prevent data leakage between different customers' environments? 

o What security testing has been conducted on your LLM implementation?  

o Can you provide a private back-end where we can plug in our own LLMs?  

o What measures are in place to prevent unauthorised access to training data? 

 

 

https://brainfoodtraining.com/data-residency/
https://brainfoodtraining.com/private-back-end/
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Compliance and Regulatory Considerations 

8. How do you ensure compliance with relevant AI regulations and standards? 

o Which AI governance frameworks do you adhere to (NIST, EU AI Act, etc.)? 

o Have your LLM implementations undergone third-party audits or certifications? 

o How do you address emerging requirements like OWASP Top 10 for LLM 

Applications?  

o What documentation can you provide to support our compliance obligations? 

o How do you handle international data sovereignty requirements? 

o What is your approach to AI transparency and explainability requirements?  

o Can you provide AI Factsheets or Declarations of Conformity?  

 

Integration and Technical Architecture 

9. How are LLMs technically integrated within your CCaaS platform? 

o Do you use retrieval-augmented generation (RAG) or other architectural 

approaches?  

o What APIs or integration points are available for customisation? 

o How do LLM components interact with other platform features? 

o What latency considerations should we be aware of? 

o How do you handle service disruptions or outages in underlying LLM services? 

o What cloud infrastructure requirements exist for optimal performance? 

o What is your approach to extensibility and customisation?  

 

 

https://brainfoodtraining.com/owasp-top-10/
https://brainfoodtraining.com/data-sovereignty/
https://brainfoodtraining.com/transparency-and-explainability/
https://brainfoodtraining.com/rag/
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Cost Management and Optimisation 

10. What is your pricing and cost structure for LLM-powered features? 

o How do you optimise costs while maintaining performance? 

o Are there variable costs that could lead to pricing unpredictability?  

o What cost-control mechanisms are available to manage LLM usage? 

o How do you handle high-volume scenarios from a cost perspective? 

o What ROI metrics or case studies can you share from similar deployments? 

o Do you offer cost analysis tools to optimize spend?  

 

Support and Service Level Agreements 

11. What support do you provide specifically for LLM-powered features? 

o What are your SLAs for addressing LLM-related issues? 

o Do you have specialised support staff with AI/ML expertise? 

o What ongoing optimisation services do you offer? 

o How do you communicate about emerging risks or issues? 

o What level of professional services support is available for custom model fine-

tuning?  

o How are issues escalated when LLM performance falls below expectations? 
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Future Roadmap and Innovation 

12. What is your roadmap for LLM implementation in your CCaaS solution? 

o How do you evaluate and incorporate emerging LLM technologies? 

o What upcoming features or improvements can we expect? 

o How do you balance innovation with stability and reliability? 

o What customer feedback mechanisms influence your LLM development? 

o How can we participate in your beta programs for new AI capabilities? 

o What research partnerships do you maintain with academic or industry AI 

leaders? 

 

if you have any questions around how to use the guide or maybe understand a 

particular question, you can get help here. Equally if you have a suggestion on how to 

improve the guide or any feedback on its value, please let Brainfood Training know.  

https://brainfoodtraining.com/vendor-llm-discussion-prompts/ 

A deep dive into the challenges of LLM hallucination together with the source of this 

document as a pdf download can be found at https://brainfoodtraining.com/are-llm-

hallucinations-really-a-threat-to-your-cx/ 

Thank you.  

 

 

 

https://brainfoodtraining.com/vendor-llm-discussion-prompts/
https://brainfoodtraining.com/are-llm-hallucinations-really-a-threat-to-your-cx/
https://brainfoodtraining.com/are-llm-hallucinations-really-a-threat-to-your-cx/

