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A person between the caller and the person they wanted to
reach.



More calls meant more connections to make.

More connections meant more operator capacity.

The bottleneck was the work — not the people.



one working American in nine



estimated contacts per person
per year, 1930 to 2020 —
routed by almost nobody.



When the line opened in 1915, the same call cost $660.



Less friction in making contact. More room for people to communicate.



where every request goes

Routing is a workload inside several other roles — not anyone's whole job.



→ →

Routine requests — an answer, a booking, a records request, refill
intake.

Conversations —
attention, coordination
or judgment from a
person.

Both need a good outcome. They do not need the same workflow. An illustration, not a measured split.



Every request costs the team's attention — so every
request competes for it.

The routine completes itself. Attention goes where
it is needed.

Being easy to reach stops being expensive.





A customer wants cash.

A machine can dispense it.

After this task was automated, how did that change the teller's job?



tellers per urban branch more urban branches

bank tellers employed

A lower operating burden can make expansion easier — and more relational.



Became less of the job. Became more of the job.



Routine inbound work → Completed or prepared.

Recovered attention → Protected relationship work.

Documented needs → Proactive contact, with a person owning the reply.



Do not mistake client tenure for a strong relationship. Communication includes the quality, amount and frequency of
information exchanged.



The team is buried in tasks. Every conversation competes
with the queue.

The team has time and attention for the people who need it.

Same team. Different use of attention.



A documented recheck. No appointment booked.

A relevant message: "Can we help arrange Bella's recheck?"

A response that has somewhere to go.

Start with the documented plan, not a generic campaign.



Serve more people without every routine request becoming an interruption.

Use the recovered attention for relationships and follow-through.

Measure completed next steps — not just shorter calls.





A pack of Wrigley's gum. The first retail UPC scan.



Manually enter the price. Scan an identifier and look up the item.

A faster transaction was only the first benefit.



One routine transaction. A reusable record.



What needs replenishing?

What should this store carry?

Which offers are relevant?



What clients ask before they book.

What they do not understand.

What they are worried about.

What they want.



What do people need to know before choosing us? What do we explain repeatedly?

Which answers are missing from our public information? Which strengths do clients actually value?



New answers expand
what the AI knows.

Staff confirms the answer once.

That answer updates the knowledge bank, website,
outreach, and replies.

Not on the website or in
the knowledge bank.

A client asks by call,
text, email, or chat.

Already
approved?

AI replies immediately.

one approved source
of truth

The AI checks the
knowledge bank for every

question.

Future questions now
resolve instantly.



Nothing on the public website.

Nothing in the AI's knowledge.

Held only in a few team members' heads.

Explained on the website.

In the AI's knowledge bank.

Consistent in every reply and outreach.

A weakness becomes a strength — and a public answer is one search engines can find.



The AI walks them through the clinic's approved
surgery-day process — drop-off, updates,
recovery, pick-up.

Here's the full surgery-day walkthrough, whenever
you want to reread it: yourclinic.com/surgery-day

The clinic owns the facts. The system keeps every surface aligned.



Make more communication possible. Give people time for relationships
and follow-through.

Turn what you hear into
improvements across the practice.

Capacity for growth. Service that supports it. Learning that improves it.



Grow without the growing pains.



Which routine requests should stop interrupting your team?

Which conversations would you protect time for?

What are clients asking that your website does not answer?


