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10XLever

VOICE AI PLAYBOOK

Never Miss a Lead
A practical buyer’s playbook for AI receptionists and voice agents: what to
automate, what to test, how to hand off, and how to avoid creating a robotic
customer-experience problem.

FREE
Digital field guide

Practical. Vendor-neutral. Security-aware.

Educational material only. It does not replace legal, tax, accounting, financial, medical, cybersecurity, or other licensed professional
advice. High-consequence decisions require qualified human review.
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1. When voice AI has obvious
leverage
Voice AI is most valuable when an unanswered or delayed call has a real business cost and much of the first
conversation follows a repeatable pattern.

• Home services: HVAC, plumbing, roofing, electrical, landscaping

• Dental / appointment-based practices

• Real estate, insurance, and property services

• Legal intake where the agent only gathers information and schedules human follow-up

• Restaurants / reservations / common questions

• Any business where after-hours calls or peak-time overflow routinely become voicemail

Poor first targets
• Complaints or emotionally charged situations

• Complex quotes with many edge cases

• Emergency or safety-critical decisions

• Legal, medical, financial, or other professional advice

• Anything where the agent cannot reliably hand off to a human



10XLever Never Miss a Lead - Voice AI Playbook  |  3

2. Map the call before buying
software
Write the call as a decision tree. If you cannot describe the handoffs clearly, software will not fix the
ambiguity.

Stage Agent job Escalation rule

Greeting Identify business + purpose None

Intent Why are you calling? Unknown intent -> human

Qualification Collect only necessary facts Sensitive/complex -> human

Action Book / route / answer FAQ No confident answer -> human

Confirmation Repeat date / next step Customer disagreement ->
human

Record Write structured summary Do not store unnecessary
sensitive data
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3. The buying checklist
• Natural latency and interruption handling

• Inbound and outbound support if you need both

• Calendar and CRM integrations

• Reliable transfers to a real person

• Call recording / transcription controls

• Data retention and model-training policy

• Consent requirements in the states where you call

• Fallback when integrations fail

• Ability to test with real edge cases before routing production calls

• Transparent per-minute / telephony / model costs

4. Test the ugly cases
Do not demo only the happy path. Test accents, background noise, interruptions, uncertainty, repeated
questions, wrong numbers, a caller who changes their mind, a caller who asks for a person immediately, and
a caller who asks the agent to ignore its rules.
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5. Measure whether it pays
Metric What to watch

Answer rate % of eligible calls answered

Booked appointments Qualified calls that schedule

Lead capture Calls that become usable CRM records

Human transfers How often escalation is needed

Abandonment Callers who hang up

Error rate Wrong answer / wrong booking / bad routing

Cost per handled call Voice platform + telephony + integration

Start with a narrow pilot
A good first pilot often covers after-hours calls or one predictable call category. Keep a human handoff
available. Expand only after you have real transcripts and failure cases.

Security note
The voice agent should collect the minimum information required to complete the task. Avoid asking for
payment credentials, medical details, legal strategy, authentication secrets, or other sensitive data unless the
entire system has been deliberately designed and reviewed for that use.


