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Executive Summary

If you only read one page, read this one.

The headline number: the average American small or medium business loses $126,000 per
year to missed phone calls. Not lost leads, lost bookings — calls that never connected, callers
who never tried again, jobs that went to a competitor instead.

Why it's worse than it looks:
e 62% of calls to small businesses go unanswered (411 Locals study, 85 businesses

surveyed across 58 industries)

¢ 80% of callers who hit voicemail never leave one — they call the next number on their
Google search

e Communication failures account for ~60% of all 1-star Google reviews in home service
industries

¢ Once a customer reaches a competitor, lifetime value walks with them

What's broken:
e Most VoIP systems (RingCentral, Intermedia, Vonage, Grasshopper) detect missed calls but
don't do anything useful with them

e Voicemail is functionally dead as a customer touchpoint — caller intent is "find someone
else"

e Existing "missed call text back" tools mostly send one canned text and stop — no
conversation, no booking, no resolution
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What works:

The data shows that SMBs that respond to a missed-caller within 5 minutes via text (with a real
conversation, not a notification) recover 35% of those callers as paying customers. Wait 30
minutes and that number drops to 4%.

This report compiles the public data, real customer voice from forum and review aggregators,
and competitor benchmarks. The goal: give SMB owners enough specifics to make a confident
decision about whether to invest in fixing this.
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. Methodology + Sources

1. The Missed Call Crisis
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1.1 The headline numbers

METRIC VALUE SOURCE

% of inbound calls to small businesses unanswered 62% 411 Locals

% of unanswered callers who try again 15% CallRail (2025)

% of voicemail callers who leave a message 20% Same

% of consumers who prefer texting with businesses 90% Twilio

% of consumers who opt in to business texts 86% EZ Texting (2025)
Average annual revenue lost to missed calls (SMB) $126,000 AMBS Call Center Report
Avg revenue lost per missed call (home services) $1,200 Housecall Pro

% of home service calls missed 27% Same

% SMBs losing $500+/month to missed calls 42% Multiple surveys
Conversion rate when contacting lead within 5 min 35% LeadConnect
Conversion rate at 30+ min response 4% Same

Lift from contacting within first 1 minute 391% Same

1.2 Why this is hidden from owners

Most SMB owners don't know how many calls they miss because their phone system doesn't
tell them. RingCentral and Intermedia track "abandoned" calls but bury the report. Owners see a
steady-state revenue number and don't realize the ceiling is being held down by a leak they
can't see.

The most common ways owners learn how bad it is:

1. A negative review references the missed call — "l called three times and no one
answered, going elsewhere." Discovered weeks later, after the customer is gone.

2. A team member admits how many calls came in during a busy day — typically 2-3x what
the owner assumed.

3. They install a tracking number for an ad campaign and discover the answer rate is 30-
40%, not 90% they assumed.

1.3 Pre-pandemic vs. post-pandemic

The miss rate has gotten worse, not better, since 2020:
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Labor shortages mean fewer staff to answer phones

The shift to remote/distributed teams means the "front desk" doesn't physically exist
anymore for many SMBs

Mobile-first customers expect text response — voicemail is now actively avoided, not just
disliked

Competitors with Al text-back are winning Google reviews simply by responding faster

2. Vertical Breakdown

2.1 Plumbing

Miss rate: 27% inbound, ~50% during peak weather events (frozen pipe season)
Average ticket lost: $400-2,000 (drain to water heater)
Where calls leak: techs in the field, after-hours emergency calls

What customers want: instant acknowledgment + ETA, even if it's "we'll call you back in 20
minutes"

Forum signal: PlumbingZone has multiple active threads from owners reporting 47 missed
calls per month as solo operators

2.2 HVAC

Miss rate: 30%+, spikes during heat waves and cold shaps

Average ticket lost: $300-8,000 (service call to system replacement)
Where calls leak: dispatch overload during weather emergencies
What customers want: triage — is this an emergency or can it wait?

Industry data point: SalesCaptain reports their HVAC customers recover 15-25% of missed
calls with text-back

2.3 Dental

Miss rate: 67% of after-hours calls go unanswered
Average ticket lost: $150-3,500 (cleaning to crown)

Where calls leak: front desk overwhelmed during patient handoffs, lunch breaks, after-
hours

What customers want: appointment booking, insurance verification, pricing range

Special context: Weave dominates this vertical at $249+/mo; cheaper Al-first alternatives
are rare
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2.4 Legal (especially personal injury, family law, criminal defense)

¢ Miss rate: 54% of professional services calls
e Average ticket lost: $500-50,000 (consultation to multi-year case)
¢ Where calls leak: attorneys in court, in client meetings, or simply screening rigorously

¢ What customers want: confidentiality acknowledgment, fast response, qualification (do
you handle X?)

e Special context: TCPA risk is highest in legal — auto-texts to wrong-number callers can
produce class actions

2.5 Real Estate
e Miss rate: ~54% per agent
e Average ticket lost: estimated $400,000+ per agent per year (lost commissions)
¢ Where calls leak: showings, closings, evening calls when agents are off
¢ What customers want: instant property questions answered, scheduling

¢ Industry data point: Real estate has the highest opportunity cost per missed call of any
vertical we measured

3. Voice of the Customer

These are real, recent 1-star quotes from public review platforms. Names removed; quotes
verbatim.

"I called three times. Left two voicemails. Nothing. Went with [competitor] instead. They
picked up on the second ring." — Yelp review, plumber, January 2026

"Tried to contact them about a mistake on my invoice, never got a reply. They don't care
once you've paid." — BBB complaint, HVAC, March 2026

"I was interested... but after getting a quote they stopped responding. Called 3 times —
silence." — Yelp review, contractor, February 2026

"It took a week and multiple voicemails just to get back about a basic question." — Google
review, dental practice, April 2026
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"Saturday came, and by 3:15 there was no handyman around or call/text. Nada. Wasted my
entire afternoon.”" — Forum post, home services, March 2026

"Called them for two weeks with no reply." — BBB complaint, plumbing, December 2025

"Never did anyone ever call me back. HVAC unit went out 10/6 and I'm still trying to reach
them in March." — Yelp review, HVAC, March 2026

The pattern is consistent: customers attribute the experience to the business not caring, not to
the business not having capacity. From the customer's point of view, missed calls = ignored.
The reputation damage compounds across every public-facing review platform.

4. The Cost Math

Calculate your annual exposure with three numbers you can pull off your existing dashboards.

Annual lost revenue =
(monthly inbound calls x miss rate x close rate x avg ticket value) x 12

Example: 15-tech plumbing shop, mid-size metro

VARIABLE VALUE

Monthly inbound calls 1,200

Miss rate 27% (= 324 missed/mo)
Close rate (if you'd talked to them) 35% (= 113 lost jobs/mo)
Average ticket $850

Annual lost revenue $1,153,000

Example: solo plumber
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VARIABLE

Monthly inbound calls 80

Miss rate 50% (in field most of the day)
Close rate 35%

Average ticket $600

Annual lost revenue $100,800

Example: 5-attorney small firm

VARIABLE VALUE

Monthly inbound calls 200

Miss rate 54%

Close rate (consultation — retained) 25%
Average matter value $5,000
Annual lost revenue $1,620,000

The numbers are large because they compound on a fixed cost base. You've already paid for
the marketing that drove the call. You've already paid for the website. You've already paid your
team. Each missed call is pure top-of-funnel waste — there's no incremental cost of recovery
beyond the tooling.

4.1 ROI math for Al text-back

Even using conservative recovery rates:

e Recovery rate of 15-25% (industry-reported via SalesCaptain) on previously missed calls
e Tool cost: $29-79/mo for Al conversation tools

e Even at 10% recovery on the solo plumber example above ($100K lost): you'd recover
$10,000/year for $348/year in tooling. 28x ROL.

The break-even point is one recovered job per month for most SMBs. Almost any tool with Al
conversation capability clears this bar trivially. The question is which one provides the best
customer experience and stays compliant.
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5. The Solution Landscape

There are three tiers of tools. They are NOT interchangeable.

Tier 1: Basic auto-text

¢ Sends one templated text after a missed call
e Examples: Enzak ($99/mo + $99 setup), Grasshopper, basic VolP add-ons
e Recovery rate: 5-10%

e Limitation: caller still has to call back, no booking, no Q&A

Tier 2: Al conversation

¢ Sends initial text + holds a real back-and-forth conversation using your business knowledge

e Examples: PepperSend ($10-199/mo), TextBack (limited 2-message Al), GoHighLevel (3-
min delay), LeadTruffle ($229-629/mo)

e Recovery rate: 15-25% in typical SMB use, 35%+ in optimized setups

¢ Best fit: businesses that get questions before booking (services with pricing variance,
scheduling complexity, qualification needs)

Tier 3: Al voice answering

o Al literally picks up the phone, holds a voice conversation, books the appointment

e Examples: PepperSend Al Voice Assistant (in beta), ServiceAgent.ai (custom pricing),
MyAIFrontDesk

e Recovery rate: theoretically 50%+ since the call never enters "missed" state

¢ Best fit: businesses where customers strongly prefer talking; appointment-heavy
businesses

The cost-effective starting point for most SMBs is Tier 2 (Al conversation via SMS). It captures
the majority of the recovery value at $10-79/mo. Al voice answering adds another 20-30%
recovery on top, for businesses where the voice channel still dominates.

6. The Compliance Reality

6.1 TCPA basics

Automated SMS to mobile numbers is regulated under the Telephone Consumer Protection Act
(TCPA). Statutory damages are $500-$1,500 per message to a non-consenting recipient. Class
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actions involving thousands of messages produce settlements in the $5M-$60M range.

6.2 The "missed call" exemption

Consensus interpretation: a customer who initiates contact (calls you) provides implied consent
for a single response message. Continuing the conversation requires their continued
participation. Marketing or unrelated outreach requires explicit opt-in.

6.3 Quiet hours

Federal: no automated SMS before 8am or after 9pm in the recipient's timezone. Stricter state
rules apply in Florida, Connecticut, and Texas (Florida limits to 3 marketing texts per day).

6.4 Opt-out enforcement

A reply of STOP, QUIT, END, CANCEL, UNSUBSCRIBE, or OPT OUT must immediately add the
number to a blocklist. Subsequent messages to that number are violations. The FCC's 2024 rule
requires honoring opt-outs within 10 business days.

6.5 10DLC registration

Local long-code SMS (anything not toll-free) requires registration through the 10DLC system
(which started December 1, 2024). Unregistered traffic is "broadly blocked on U.S. routes" per
Telnyx's official documentation.

6.6 What this means for tool selection

Every Al text-back tool on the market is technically TCPA-aware (they send opt-out
instructions). The differentiator is enforcement architecture:

¢ Does the tool check opt-out status before every send or rely on the recipient never re-
engaging?

¢ Does the tool fail-closed when opt-out lookup fails (block the message), or fail-open (send
anyway)?

¢ Does the tool enforce quiet hours per recipient timezone, or globally?

¢ Does the tool maintain an audit log meeting the 4-year TCPA statute of limitations?

Tools with weak enforcement architecture create invisible compliance debt that goes unnoticed
until the first class action filing.

7. Buyer's Checklist

Use this when evaluating any Al text-back or Al voice answering tool.
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Capability

e [] Does it hold a real multi-message conversation, or send one canned text?

[ ] Can it answer questions using YOUR business's knowledge, or does it just acknowledge?

[ ] Can it book an appointment without human involvement?

[ ] Can it detect emergencies and escalate to a human immediately?

[ 1 What's the response latency? (Under 10 seconds is the bar.)

Integration
e [ ] Does it work with my existing VolIP carrier (RingCentral, Intermedia, Vonage,
Grasshopper, etc.) without porting my number?
¢ [ ] Can my customers keep dialing my main number, or do | have to publish a new one?
e [ ] How long does setup take? (Under 30 min is the bar; under 5 min is achievable.)

¢ [ ] Does it integrate with my CRM/booking system, or is it a silo?

Compliance

[ ] Does it enforce quiet hours per recipient timezone?

[ ] Does it handle state-specific rules (FL, CT, TX)?

[ ] Does it check opt-out status before every send (fail-closed)?

[ ] Does it maintain a 4-year audit log of consent and opt-outs?

[ ] Is 10DLC registration handled, or is it on me?

Cost

e [] What's the platform fee?

e [ ] What's the per-message cost?

e [] What's the per-Al-voice-minute cost (if applicable)?
e [] Are there setup fees?

e [] Are there per-user/per-extension fees?

e []Isthere a free trial that proves it works on real calls (not just a demo)?

Reliability

e [ ] What happens if the Al doesn't know an answer? (Should hand off, not hallucinate.)
e [ ] What happens if the SMS provider is down? (Should retry / fail visibly.)

e [ ] How is the Al's performance measured? (Should have a Knowledge Gap inbox showing
what it didn't know.)
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8. Methodology + Sources

Data sources

¢ 411 Locals — survey of 85 small businesses across 58 industries, miss-rate measurement
e CallRail — 2025 lead-response data, conversion rates by response time

¢ Twilio — consumer messaging preference surveys, multi-year trend

e EZ Texting — 2025 consumer opt-in rate study

¢ AMBS Call Center Report — annual SMB missed-call cost analysis

¢ Housecall Pro — home-services-specific miss rates and revenue impact

e Telnyx — public 10DLC compliance documentation, US carrier routing requirements
¢ PlumbingZone, HVAC-Talk — public trade-pro forum threads, 2025-2026

¢ Yelp, BBB, Google Reviews — direct customer quotes from public review platforms
e G2, Capterra, Trustpilot — competitor pricing and feature data, May 2026 retrieval
¢ GoHighLevel Ideas Board — public feature requests with vote counts

¢ RingCentral Community Ideas — feature requests, status, vote counts

Methodology notes

Quoted statistics retain their original sources. Where multiple sources conflict on a single
metric, this report cites the most recent and uses that as the headline. Customer quotes are
reproduced verbatim from public-facing review sites; identifying details (business names,
reviewer names) have been removed.

The "lost revenue" calculations in Section 4 use industry-published averages and are intended
as illustrative — every business should run the math against their own dashboards rather than
treat these examples as guarantees.

PepperSend is the publisher of this report and a vendor in the Al text-back / Al voice answering
category. The competitive comparisons in Section 5 are factual representations of public
competitor pricing and feature documentation as of May 2026.

About PepperSend

PepperSend is an Al-powered business communication platform built on Telnyx. We provide:

¢ Al Voice Assistant — answers your inbound calls 24/7 using your knowledge base

¢ Al SMS messaging — holds full text conversations, books appointments, captures leads
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¢ Missed call auto-response — fallback for calls that slip through

Customers keep their existing phone number. Their VolP carrier forwards calls to a per-
customer Telnyx number we provision. No porting, no replacing your phone system.

Pricing: Starter $10/mo + PAYG, Solo $29/mo, Team $79/mo, Business $199/mo (with included
SMS + voice usage on each tier).

Get started: peppersend.com/signup Contact: cameron@peppersend.com Documentation:
peppersend.com/docs

License + Sharing

This report is published for free distribution. Share it, link to it, quote it. Attribution to
PepperSend appreciated when quoting specific data. The underlying public sources are cited
above and freely accessible.

For a printable PDF or a custom-branded version for your network, contact
cameron@peppersend.com.

The 2026 State of SMB Missed Calls — Published by PepperSend, May 2026 Next edition: Q3
2026, updated with quarterly market intelligence
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