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The Front Desk of the Future Is Not a Desk
How AI is reshaping practice communications

Gary Peters Founder & CEO, PupPilot — a communication platform for veterinary medicine with a focus on AI

T H E  I D E A

Automate the routine work so your team has time for the conversations that matter.
T H R E E  S T O R I E S ·  W H E N  T H E  R O U T I N E  P A R T  O F  A  J O B  W A S  A U T O M A T E D

The
switchboard
01 · MORE
COMMUNICATION

When connecting a call was a person's job, more calls meant more operators
— a ceiling on communication. Once the connection was automated,
operators fell from 0.5% of U.S. workers to 0.04% (1930–2020), contacts per
person rose from about 247 a year to 8,900, and a three-minute coast-to-coast
call fell from $174 to pennies (inflation-adjusted).

11%
U.S. workers who'd be switchboard
operators by 2020 at the 1930 pace
— a projection, not history.
US CENSUS · BLS OES 2020

The teller
02 · MORE
RELATIONAL WORK

The ATM took over a teller's most familiar task. From 1988 to 2004 tellers
per urban branch fell from 20 to 13 — but branches became cheaper to run,
so banks opened more of them and employed more tellers (about 500,000 →
550,000), doing less cash handling and more relationship work.

+43%
More urban bank branches, 1988–
2004 — a lower operating burden
made expansion easier.
BESSEN, IMF F&D 2015

The barcode
03 · A MORE
INFORMED BUSINESS

In 1974 a pack of Wrigley's gum became the first retail UPC scan. The first
benefit was a faster checkout; the lasting one was that every sale became
information — what sold, where, when. Your front desk hears what a receipt
cannot: what clients ask, what they don't understand, what worries them.

1974
The first barcode scan. One routine
transaction became a reusable
record.
GS1 US 2024 · IBM HERITAGE

I N  T H E  C L I N I C ·  T H E  S A M E  T H R E E  S H I F T S

Less friction
SWITCHBOARD

Your clinic still has a switchboard — phone, text, email, fax, web form, voicemail — and nobody's title is
“operator”: someone routes every request between check-ins and payments. With AI as the first touch, routine
requests (a booking, a refill, a records request) complete themselves, and conversations that need attention,
coordination or judgment go to a person. On an illustrative 100-call day, that's about 80 requests completed by
the AI and 20 conversations handled by a person — an illustration, not a measured split.

More
relational
TELLER

The time your team gets back goes to relationship work, and needs that are already documented become
proactive contact — with a person owning the reply. A recheck in the chart with no appointment booked
becomes “Can we help arrange Bella's recheck?” Start with the documented plan, not a generic campaign. In
a large cross-industry study, a client's trust tracked how much and how well a business communicated with
them (a .56 correlation) far more than how long they had been a client (.14).

More
informed
BARCODE

Answer it once. Use it everywhere. A question that isn't on the website or in the knowledge bank is escalated
once; a team member confirms the answer, and it updates the knowledge bank, website, outreach and replies.
The next client benefits before they call — and a public answer is one search engines can find.

Q U E S T I O N S  F O R  Y O U R  P R A C T I C E

01 Which routine requests should stop interrupting your team?

02 Which conversations would you protect time for?

03 What are clients asking that your website does not answer?

The front desk of the future is not a desk. It is the relationship you finally have the capacity
to build.
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