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Al is fast and tireless on routine calls. People win on

complex sales and on callers who are upset or
scared. Here's how to tell which calls belong where.

8-minute read - Includes a call-by-call routing guide
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01 - THE WRONG QUESTION

It's not Al or people. It's which calls go to which.

Al voice answering has gone from a novelty to a real option for trades businesses. It picks
up instantly, never takes lunch, and can answer the 2 am call the same way it answers the
2 pm one. Vendors pitch it as a replacement for your dispatcher. Some owners dismiss it
as a robot that will drive customers away. Both sides are partly right.

Your phones carry very different kinds of calls. Some are pure logistics: what time is the
tech coming, can | move my appointment, are you open Saturday. Others are a
homeowner deciding whether to spend $12,000 on a new system, or a parent with no heat
and a baby in the house. Treating those the same way is the mistake, whichever
technology you pick.

Consumers say the same thing. In a 2026 survey of 3,000 consumers, Five9 found that
80% are willing to try Al for customer service, but trust depends on the exit: 55% trust Al
to resolve their issue when there's a clear path to a human, and only 26% when there isn't.



02 - STRENGTHS AND LIMITS

What each one does best, and where each one breaks

@ Alvoice answering

STRENGTHS

+

Answers every call at once. No busy signal, no hold
queue, even when 30 people call in the same hour.

Works nights, weekends and holidays at the same
quality as Tuesday morning.

Perfectly consistent. Asks the same questions and
captures the same details every time.

Low cost per routine call once it's set up and connected
to your schedule.

LIMITS

Weak at reading emotion. It can sound polite, but it can't
really tell when a caller is scared or about to hang up
angry.

Not a closer. Replacement conversations, financing
questions and objections need rapport and judgment.

Stumbles on the unexpected: background noise,

accents, a caller who rambles, a request no script covers.

Dead ends frustrate. A bot that loops without offering a
person costs you the call and the customer.

2 Live agents and dispatchers

STRENGTHS

+

Empathy. They calm a panicked homeowner and make
the company feel like it cares.

Judgment. They recognize a real emergency, bend a rule
when it makes sense, and know when to call the owner.

They sell. Building rapport, handling objections and
booking the replacement consultation is human work.

They handle the unexpected without a script for it.

LIMITS

One call at a time. Every call beyond that waits, rings out
or goes to voicemail.

Limited hours unless you staff evenings and weekends.

Fatigue and turnover. Peak seasons wear people down,
and quality varies without coaching.

Higher cost per routine call. Paying a skilled person to
confirm appointments wastes their talent.

03 - A SIMPLE WAY TO SORT CALLS

Two questions decide who should answer

Ask two things about each type of call: how complex is it, and how much emotion or
money is riding on it? Low on both is Al territory. High on either belongs with a person.



FIGURE 1 - THE CALL-ROUTING MATRIX

Upset or worried callers

Human, right now

Emergencies and big decisions

Billing disputes, a complaint about a technician, a warranty No heat with a newborn, water pouring through a ceiling, a

claim, a nervous first-time caller. $12,000 replacement, a suspected gas or carbon monoxide

problem.

Al Al first, then human

EMOTION OR MONEY AT STAKE -

Routine logistics Detailed but calm

Confirm or move an appointment, hours, service area, “is my Multi-system questions, membership details, commercial

tech on the way,” booking a standard tune-up. service requests. Al gathers the facts, a person finishes the
call.

COMPLEXITY OF THE CALL -



04 - CALL BY CALL

A routing guide for trades calls

CALL TYPE

BEST HANDLED BY

WHY

Appointment confirmation or reminder

Reschedule or cancel

Hours, service area, "do you work

on "

After-hours routine service request

New customer, standard repair

Membership or plan questions

Replacement or estimate request

No heat, no cooling, active leak

Complaint or billing dispute

Suspected gas leak or carbon
monoxide

Al

Al

Al

Al

Hybrid

Hybrid

Human + your safety protocol

Pure logistics, high volume, same every time.

Needs schedule access, not judgment. Hand off if the caller is
frustrated.

Simple answers available any time of day.

Capture details and book the next open slot instead of sending it

to voicemail.

Al takes details instantly; a person builds the relationship and
books.

Facts first, then a human for the renewal or upgrade
conversation.

High-dollar decision. Rapport and objection handling decide the
outcome.

Stress is high and priority calls need judgment on who goes first.

An angry caller handled by a bot becomes a one-star review.

Follow your company's emergency instructions immediately,
every time.



05 - WHERE HYBRIDS WIN OR LOSE

The handoff is
the whole game

A hybrid setup lives or dies on the moment Al passes a
caller to a person. Done badly, the caller starts over from
the beginning. The same Five9 research found that 83%

FIGURE 2 - HOW A HYBRID CALL FLOWS

1 - Al ANSWERS INSTANTLY

Identifies itself as an Al assistant for your company and asks how it
can help.

2 - SORTS THE CALL

of consumers have to repeat themselves at least
sometimes after a handoff, and a third are very or

your routing rules.

extremely frustrated by the time they reach a person.

3a - ROUTINE

Done well, the agent picks up already knowing who's

calling, where they live, what's wrong and why the call

Booked, confirmed or

answered. Done.

was escalated. The caller hears "l see your furnace is out

and you've got little ones at home. Let’'s get someone
there today,” instead of “Can | get your name and

address?”

4 - LIVE AGENT FINISHES

Captures name, address and the problem, then checks it against

3b - ESCALATE

Warm transfer to a live agent
with a summary.

Books, sells or calms, with no “can you repeat that.” Emergencies

go to your on-call contact.

Be upfront, too. Tell callers when they're talking to Al, and

make reaching a person easy. Verint's 2026 research

found 79% of consumers would switch to a competitor

after a single terrible experience.

06 - WHICH FITS YOUR BUSINESS?

Three common profiles
Lots of routine,

after-hours calls

Your calls are mostly confirmations,
reschedules and simple bookings,
and your biggest leak is nights and
weekends going to voicemail.

Start with: Al answering for after-
hours and routine calls, with live
escalation for anything urgent.

A mix, with seasonal spikes

Most trades businesses. Routine calls
pile up during peaks while your best
people are tied up with the calls that
really need them.

Start with: Al on routine and overflow
calls, live agents for sales and upset
callers, a clean handoff between the
two.

Lean on people

High-ticket, sales-driven calls

Your phones are mostly replacement
leads, commercial work or customers
who expect a personal touch.

Start with: live agents and a
dedicated agent who knows your
business, with Al only for
confirmations.



A NOTE ON THE RULES

Al voices carry legal obligations on outbound calls

In February 2024, the FCC ruled that Al-generated voices count as “artificial” voices under
the Telephone Consumer Protection Act. That means outbound calls using an Al voice,
such as automated reminders or follow-ups, need the same prior consent as a
prerecorded call. Answering inbound calls is a different situation, but telling callers they're
speaking with Al is still good practice, and most customers expect it. Check your plans
with your attorney.

BEFORE YOU CHOOSE

Sort last week's calls

1. Pull a sample of 100 calls from last week, including after-hours calls.
2. Tag each one routine, detailed, emotional or high-dollar, using the matrix in Figure 1.
3. Note which ones were missed, sent to voicemail or answered by someone who should have been doing something else.

4. The routine share is your Al opportunity. The rest tells you how many skilled people you need on the phones.

SERVICE PROCALL - HYBRID Al + HUMAN

Explore our hybrid Al +
human escalation service.

& 800-458-6211

Al that answers every routine call instantly, day or night, and live agents trained on the @ serviceprocall.com
trades for the sales and emergency calls that need a person, with a handoff that never
makes your customer start over.
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