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01 // THE MISSED-CALL PROBLEM AI RECEPTIONIST - PAGE 02

FIELD DATA That's the reason this is happening. The shop's
phone is ringing. The service writer is already on a
call. The owner is under a hood. By the time
someone picks up, the customer has already
dialed the next shop on Google.

52% of shops in the 2025 Ratchet+Wrench survey already

use some form of Al scheduling or call assistance. The
math is brutal: at a $450 average RO and 40 missed calls

er month, you're losing up to $18,000/month in potential
OF IN BOU N D Eevenue. Evi/an capturing 28% ; those éays for anr; Al
cALLs To AUTO receptionist on the market multiple times over.
SHOPS GO
UNANSWERED 23-27* ~$1,200
D U RI NG Of calls to auto shops go Average revenue per missed
BUS' N Ess unanswered during business call in auto repair

HOURS. o
75% 52%

Of callers try the next shop Of shops already use Al for
immediately when no one scheduling or call handling
picks up

// THE REAL QUESTION

NOT "SHOULD | USE AI?" THE QUESTION IS:

WHERE IN THE CALL FLOW DOES Al HELP, AND
WHERE DOES IT BACKFIRE? MOST SHOPS GET
THIS WRONG BOTH WAYS.
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©2 // HOW THEY ACTUALLY WORK AI RECEPTIONIST - PAGE 03

SPEECH - Al -
SPEECH.INUNDERA
SECOND.

Modern Al receptionists are five systems duct-taped together. When any
one of them lags, the call feels broken. Knowing the stack helps you ask
vendors the right questions.

// THE STACK

WHAT HAPPENS IN 600 MILLISECONDS.
01 02 03 04 05

/] STT // LLM /] TTS // TELEPHONY // SMS API

Caller voice - Brain reads Text - spoken Routing layer. Writes to your
text. Deepgram, context. GPT-4o0, reply. ElevenLabs, Twilio, Telnyx. shop calendar.
Whisper, Claude, Gemini. Cartesia. Hardest part.
AssemblyAl.

LATENCY—THE MAKE-OR- TWO ARCHITECTURES.
BREAK. // SCRIPTED

Pre-built flows. Cheaper. More reliable. Less

300ms Natural human turn-taking. The ] ]
flexible. Older IVR with Al bolted on.

target.

// LLM-LED

<800msS "Feels human." What you want. .
Fully conversational. More natural. More

hallucination risk. Newer (Vapi, Bland, ElevenLabs
1,400ms Typical 2026 voice Al. Most still feel Agents).

slow.
// GUARDRAILS

1,500msS+ "Feels broken." Callers hang up. Almost all prompt-based. "Don't quote prices.
Don't diagnose." Works ~95% of the time.
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03 //

THE GREEN LIST & THE RED LIST AI RECEPTIONIST PAGE 04

WHAT IT NAILS. WHAT
IT BREAKS.

If you're picking which calls Al should handle and which it should transfer,
this is the cheat sheet. Match the call type to the green column. Route
everything in the red column to a human.

WHATIT

// THE GREEN

NAILS. LIST

<

<

N

<

<

AFTER-HOURS CALL CAPTURE

The #1 use case. Books oil changes and tire
rotations at 11pm that would've been lost.

ROUTINE APPOINTMENTS

Oil change, brake inspection, tire rotation.
Predictable price, predictable time slot.

STATUS UPDATES

"Is my car ready?" — easiest call if integrated
with your SMS.

HOURS, LOCATION, SERVICES
Table stakes. Better than your old voicemail
menu.

LEAD INTAKE

Name, phone, year/make/model, problem
description. Pushed to your inbox for callback.

SPANISH/BILINGUAL

Seamless language switching, standard at
$99+/mo tiers. Useful in many markets.

EMERGENCY TRIAGE

Hears "l broke down" / "smoke" - transfers to a
human immediately.

WHATIT

// THE RED

BREAKS. LIST

MULTI-VEHICLE HOUSEHOLDS

"Which car?" Customer says "the truck." Al
doesn't know which truck is on file.

DIAGNOSTIC CONVERSATIONS

"My fuel trim is off." Al either fakes it or transfers
— both bad. Don't let it diagnose.

PRICING ON UNIQUE WORK

"How much for AC on my '02 F-250?" The right
answer is "we need to look." Al sometimes
hallucinates a number.

DISTRESSED CALLERS

Breakdown. Collision. Smoke. Customer wants a
human voice. Al warmth doesn't land.

HEAVY ACCENTS/ELDERLY

Speech-to-text models trained on urban English.
Rural, regional, slow speech underperforms.

CUSTOMERS WHO DON'T REALIZE
IT'SAI

The #1 driver of "l felt scammed" reviews.
Always disclose.

FALSE SUCCESS

"You're booked!" but the API call failed.
Customer shows up — no appointment. Trust
destroyed.
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AI RECEPTIONIST PAGE 05

04 // FIT ASSESSMENT

SHOULD YOURSHOP
RUN ONE?

Al receptionist is the right call for some shops and the wrong call for others.
Match yourself to one column. If you're not in the green column, hold off —
at least for another 12 months while the tech matures.

YES_GET ONEI // G0OD FIT

NOT YET.

// BAD FIT

3-6+ BAYS DROWNING IN CALLS

Service writer is also doing parts orders,
hand-offs, and quotes. The phone is collateral
damage.

MISSING 15-25%+ OF CALLS

Audit your phone log. If 1in 5 calls hits
voicemail, Al pays for itself in week one.

MEANINGFUL AFTER-HOURS
VOLUME

Customers who can only call from work at
lunch — or after their shift ends.

STRONG SPANISH CUSTOMER BASE

No bilingual staff. Al bridges the gap better
than a clunky translation card.

MULTI-SHOP OWNER

Shared routing across locations beats hiring a
receptionist per site.

1-2 BAY SHOP, LOW CALL VOLUME

Math doesn't work. Cost outpaces the
missed-call recovery.

OWNERIS THE RECEPTIONIST

"Joe always picks up" is your trust signal.
Don't lose it for a robot.

GREAT SERVICE WRITER, LOW MISS
RATE

Don't fix what isn't broken. Use the budget on
something else.

SPECIALTY/RESTORATION/EURO
Every call is unique. Pricing varies wildly. Al
can't handle it without hallucinating.

CUSTOMERBASEIS 65+

"They didn't know they were talking to a bot"
is the angriest review category. Skip it.

RUN THE MATH BEFORE YOU SIGN.

40 missed calls/month x $450 avg RO = $18,000/month at risk. Capture
even 20% and you've paid for any Al receptionist on the market 5x

over.

$18K

// AT RISK / MO
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05 //

THE 8 RULES FOR DEPLOYING WELL

AI RECEPTIONIST

IFYOUDOTHIS—DO
THIS.

Eight rules separating shops that win with Al from shops that get scorched.
Most of them are about restraint, not capability. Al works best when you
give it the smallest possible job.

0

LAYER1ONLY. HUMANIS
LAYER 2.

Never replace the service writer entirely. Al
fields the call. The writer closes the deal.

02 DISCLOSE IN THE GREETING.

"Hi, I'm Maya, the Al assistant for [Shop]."
Period. This is the single biggest trust
builder.

03

MAKE "PRESS 0" OBVIOUS.

First option, every menu. Customers who want
a human should never have to fight for it.

04

FOURBUCKETS. THAT'SIT.
Booking routine services, hours/location,
status updates, lead intake. Everything else
transfers.

05

REVIEW TRANSCRIPTS
WEEKLY.

10-20% sample. Find what Al got wrong.
Update prompts and FAQs. This is the work.

0

HARD GUARDRAILS IN
WRITING.

No exact prices on diag work. No diagnoses.
No warranty discussions. No timeline
promises.

07

SOFT-LAUNCHAFTERHOURS.

First 30 days, Al handles 6pm-8am only.
Measure outcomes before expanding to
business hours.

08 KNOW THE KILL SWITCH.

How to disable Al on the phone tree in under
60 seconds. Test it. Train one other person.
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06 [// PRICING REALITY AI RECEPTIONIST - PAGE 07

WHAT YOU'LL
ACTUALLYPAY.

Marketed pricing is rarely real pricing. Four tiers cover the market. Pick the
tier that matches how deep you need integration with your shop
management software.

éé PRICE / // WHAT YOU GET // VENDORS
BUDGET $29-$99 Basic call answering. Limited Dialzara Lite - Echo.win -
minutes. Zapier-tier MyAlFrontDesk

integration. Good for low-
volume shops testing the
water.

MID $99-$300 More minutes. Bilingual. AgentZap - Dialzara Pro - Phonely
Better voices. Some shop
SMS integration via Zapier or

native.
AUTO-SPECIFIC $300-$700+ Deep Tekmetric / AutolLeap AIR - Numa -
Shopmonkey / AutoLeap VoiceController

integration. Calendar writes.
Weekly transcript reviews.
The serious tier.

DIY/PER- $0.07- Build your own. Requires Bland.ai - Vapi - ElevenLabs Agents

MINUTE $0.25/min technical setup and prompt
tuning. Cheapest at scale but

most work upfront.

// THE COSTS NO ONE WARNS YOU ABOUT
WHAT'S NOT IN THE STICKER PRICE.

+ Setup fee. Often $500-$2,000 one-time, + Phone porting. 1-2 weeks, sometimes a per-line fee.
undisclosed publicly. You launch on a temp number.

Custom prompts. $500-$2,000 to tune for your Overages. Per-minute surcharges on capped plans
shop voice and policies. add up fast in busy months.

LLM passthrough. Bland and Vapi pass model fees Voice cloning. $25-$100/mo extra if you want a
on top of platform fees. custom voice.
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@7 // THE BOTTOM LINE

AI RECEPTIONIST - PAGE 08

ITSATOOL.NOTA

Al receptionists in 2026 are real, useful, and improving fast — but
they fail on the same calls a bad service writer would. Use them
where they shine. Keep humans in the seat for everything else.
That's the playbook for the next 24 months.

// THE PRO CASE

5x appointment lift
documented at one Jiffy
Lube franchise. After-hours
bookings that used to vanish
into voicemail are now on the
calendar. Math is real.

// THE CON CASE

If they don't realize it's Al,
you get the angry one-star. If
your bot hallucinates a price,
you may be legally on the
hook for it (see Air Canada,
2024).

// THE MIDDLE

CAPTURES CUSTOMERS USEIT.
CALLSYOU'D FEEL DISCLOSEIT.
MISS. SCAMMED. LIMITIT.

Three rules. Disclose every
call. Limit to four buckets
(booking, hours, status,
intake). Use Al as Layer 1,
human as Layer 2. Review
transcripts weekly.

// THE FUTURE — 12-24 MONTHS

THEDESTINATIONISHYBRID. NOT FULL
AUTOMATION.

By late 2026, voice Al latency will halve. Sub-500ms median, sub-300ms by 2027 — at which point
"feels human" is the default. Major shop management platforms (Tekmetric, Shopmonkey, AutoLeap,
Need for Service-class) will ship native Al receptionists by 2027 and squeeze the third-party tools. The
model that wins: Al handles the 80% of calls that are simple, humans handle the 20% that matter. If
your shop already runs on integrated software, you'll be ready when this lands.

WANT AIONYOURPHONE —AND

SEEA

YOURWHOLE SHOP? DEMO

Need for Service has the integrated shop platform that's about to be -
the easiest place to add native Al when the tech matures. Talk to us.

needforservice.com
/demo



https://needforservice.com/book-demo

