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EXECUTIVE SUMMARY

CHALLENGE OVERVIEW

The past decade has seen the rapid rise of voice assistants and
conversational Al, but their use inside enterprises remains uneven.
While consumers now interact with billions of voice-enabled devices
worldwide, many organizations still rely on outdated IVR menus or
underpowered chatbots. This disconnect is costly. Missed calls, poor
handoffs, and limited scalability directly erode customer trust and
revenue.

Small and mid-sized businesses report losing thousands of dollars
annually from unanswered calls, while contact centers grapple with
rising volumes and staff shortages. Executives face a clear paradox:
the demand for faster, more human-like customer interactions is
growing, yet the systems in place are struggling to meet expectations.

Unanswered Calls

Businesses lose money
from missed calls.

Rising Call Volumes /
Contact centers struggle &uﬂﬂ

with increased calls.

o Staff Shortages
Contact centers lack
sufficient personnel.

Demand for Human

Interaction ,gfé

Customers expect fast,
personalized service.
System Limitations

Current systems fail to
meet customer needs.
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KEY FINDINGS OVERVIEW

Compelling ROI Over-Reliance Risks

Results S w User dependence
Revenue increases and reduced

and cost reduction socialization

Technology
Maturation Stage External Pressures

@ T Looming
Fluid, human-like Privacy, bias, and

conversation
regulatory concerns
development

Academic research confirms that voice interaction reduces
cognitive effort and increases satisfaction for goal-directed tasks,
while text remains stronger for complex browsing.

New architectures — speech-to-speech systems, multimodal
integration, and real-time low-latency models — are pushing voice
Al beyond scripted bots toward fluid, human-like conversations.
Overreliance on voice agents can increase user dependence and
even reduce human socialization if not carefully managed. Privacy,
bias, and regulatory pressures add further complexity.

22% of SMBs currently use Al-powered voice agents, yet nearly one-
third plan to adopt them within 24 months. Banking, healthcare, and
retail are leading verticals, with measurable operational impact.
Studies show that 97% of SMBs using Al voice agents report
revenue increases and are seeing 30-40% reductions in call
handling costs and faster resolution times.
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IMPLEMENTATION TIMELINE

e 0—6 months: In the first six months, leaders should focus on
scoping priority use cases, selecting vendors, and running
pilots that provide clear metrics—such as reduction in missed
calls or average handling time.

e 6—18 months: Six to eighteen months is the period to connect
agents to core platforms, expand their scope across multiple
customer-facing functions, and train staff to collaborate
effectively with Al counterparts.

e 18-36 months: At this point, organizations can deploy
advanced multimodal agents that combine voice with text,
video, or biometric capabilities, and establish continuous
learning cycles where every customer interaction improves
future performance.

Implementation Timeline

O © O

6-18 18-36

months months

N N N
58 A &

Scoping & Vendor Agent Integration & Training Advanced Deployment &

Selection Learning

Connect agents to
Leaders define use cases, platforms, expand scope, Deploy multimodal agents
select vendors, and run and train staff to and establish continuous
pilot programs collaborate with Al learning cycles
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CURRENT STATE OF THE INDUSTRY

Voice Al has transitioned from novelty to necessity. On the consumer
side, usage is now mainstream: more than 8 billion voice assistants
are active globally, embedded in smartphones, homes, and vehicles.
Enterprise adoption, however, remains fragmented. While some
industries — notably banking, healthcare, and retail — are integrating
Al voice agents into customer service and operational workflows,
many organizations still operate on traditional IVR systems and siloed
chatbots. The gap between what customers expect and what
companies deliver has never been more visible.

Market Growth and Adoption of Voice Al

97%
N
37% N
22%
35%
\"ﬁ:_.:ﬁ/
Healthcare SMB Adoption
Adoption CAGR Rate
Global Voice Al Growth in SMB Revenue Current SMBs
CAGR healthcare sector Growth using voice Al
Projected growth usage SMBs reporting EEMTEEE
rate by 2034 revenue increase
with voice Al
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COMMON CHALLENGES

Despite clear momentum, adoption remains uneven because
implementation is complex. Latency remains a major friction point —
even a half-second delay disrupts conversational flow. Integration
with core systems like CRMs, billing platforms, and scheduling tools
is often limited, preventing agents from moving beyond surface-level
tasks. Data privacy and security concerns, particularly in regulated
industries such as finance and healthcare, further slow deployment.
On the human side, both customers and employees remain wary of
voice Al that lacks empathy or fails to escalate seamlessly to human
agents

COST OF INACTION

For organizations, failing to act carries measurable costs. SMBs
report monthly revenue losses of up to $5,000 due to missed calls,
while enterprises risk customer churn as service responsiveness
becomes a key differentiator. Maintaining outdated systems means
higher operational costs, longer resolution times, and diminished
competitiveness against peers who can serve customers faster, at
scale, and around the clock. Inaction also means missing the
opportunity to build richer datasets from conversational insights,
which increasingly inform product, marketing, and service strategies.

OPPORTUNITY SIZE

Organizations that deploy strategically can capture both hard and soft
returns: measurable cost savings, higher revenue capture, improved
loyalty, and stronger brand differentiation. With the market expected
to almost tenfold in the next decade, the window for early-mover
advantage is now.
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PITFALL 1: TREATING VOICE Al
AS A PLUG-AND-PLAY TOOL

Warning Sign: Leadership expects immediate cost
savings without redesigning workflows.

Why It Happens: Vendors often oversell “out-of-the-
box" capabilities, while internal teams underestimate
the need for integration.

Preventive Measure: Establish a roadmap that ties
deployment directly to business processes — CRM, HR,
billing — before launch.

Recovery Strategy: If adoption has stalled, reset
expectations: conduct a process audit to identify which
calls or tasks remain outside the Al's reach, and
reintegrate around high-value, automatable use cases.

'’
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PITFALL 2:
IGNORING TASK-MODALITY FIT

LemonVolt

Warning Sign: Customers complain that the system
“doesn’t get it” or abandon calls mid-interaction.

Why It Happens: Voice is deployed in exploratory or
multi-step problem-solving contexts where text or
human agents are superior.

Preventive Measure: Use evidence-based criteria:
deploy voice for direct, time-sensitive, goal-oriented
tasks (e.g., scheduling, verification). Keep exploratory
tasks in text or hybrid channels.

Recovery Strategy: Reallocate voice Al to “quick win”
functions and redesign escalation pathways.
Reposition text or human channels where complexity is
unavoidable.
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PITFALL 3: OVERESTIMATING
AUTOMATION POTENTIAL

LemonVolt

Warning Sign: Automation rate stalls below 20% even
after months of deployment.

Why It Happens: Organizations underestimate the edge
cases that require human nuance.

Preventive Measure: Design with hybrid models: set a
realistic target (e.g., 25-30% of calls automated in six
months for SMBs; 50% for recruitment screenings).

Recovery Strategy: Introduce “human-in-the-loop”

escalation for complex queries and audit Al
performance monthly to refine task allocation.

/O

o——0
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PITFALL 4:
LATENCY AND RELIABILITY FAILURES

LemonVolt

Warning Sign: Customers describe the Al as “slow” or
“robotic.”

Why It Happens: Systems are not stress-tested under
peak load; response times exceed the natural
conversation threshold (~500ms).

Preventive Measure: Require vendors to demonstrate
performance under high concurrency. Build redundancy
and fallback servers.

Recovery Strategy: If latency issues surface post-
launch, throttle usage to specific workflows until
infrastructure stabilizes, and renegotiate SLAs with
vendors around performance guarantees.
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PITFALL 5:
ERODING CUSTOMER TRUST

LemonVolt

Warning Sign: Satisfaction scores (CSAT, NPS) flatline
or decline despite automation gains.

Why It Happens: Customers feel deceived, trapped, or
underserved — especially if the Al fails to disclose
itself or blocks escalation. PwC research shows 46% of
consumers do not trust voice assistants to process
orders correctly, and 45% lack trust in payment
handling.

Preventive Measure: Adopt radical transparency:
disclose Al use upfront, provide opt-outs, and design
seamless escalation.

Recovery Strategy: Launch customer listening sessions
or surveys to surface trust concerns, then redesign
workflows with clearer human fallback and transaction
verification.
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CASE STUDY 1: UK GROWTH HUB
Specialized Voice Agent for SME Support

Company Background:

Growth Hubs in the UK are government-supported centers
offering advisory services to small and medium-sized
enterprises (SMEs) and handle thousands of calls monthly.

Challenge:

Post-pandemic, demand for support surged, overwhelming
call center staff with repetitive queries and resulting in
many unanswered calls, leading to missed opportunities
and reputational risks.

Implementation Approach:

The Hub implemented Voyce AIl, an Al voice agent
integrated with their CRM, email, and scheduling systems,
specifically trained to manage SME inquiries and route
complex issues to human advisors.

Results:

Missed calls decreased by 70%, allowing 24/7 access for
callers. Data capture improved, staff saved time on
repetitive questions, and customer satisfaction increased
due to reduced wait times and information repetition.

Lessons Learned:

e Specialization in voice solutions is more effective than
generalization.

e Seamless integration with back-end systems is crucial.

e Reliability is key to building user trust; consistent
performance fosters confidence in the system.
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CASE STUDY 2: H&M

Automating Recruitment at Global Scale

Company Background:

H&M is a major global fashion retailer with over 4,000
stores in 70 countries, requiring constant recruitment to
meet staffing needs.

Challenge:

The recruitment process became cumbersome due to high
application volumes, leading to bottlenecks in candidate
screening and inconsistent experiences across regions,
affecting H&M's employer brand.

Implementation Approach:

H&M partnered with Maki People to develop "Maria,” a
voice-enabled Al recruiter that automated initial hiring
stages, including candidate screening and interview
scheduling, ensuring consistency in multiple languages.

Results Achieved:

Maria automated about 80% of the recruitment process,
reducing time-to-hire by threefold, improving candidate
communication, and enhancing retention by hiring better-
matched candidates more quickly.

Lessons Learned:
H&M's experience highlights that speed and consistency are
key in large-scale recruitment, with automation enhancing

both hiring efficiency and the candidate experience,
solidifying its reputation as an employer of choice.
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CASE STUDY 3: BNP PARIBAS

Recruiting in a Regulated Industry

Company Background:

BNP Paribas is Europe's largest bank with over 190,000
employees.

Challenge:

Recruitment faced slow processes and inconsistent
candidate engagement. HR staff shortages hindered quick
screening and responses, risking missed talent and
reputational damage.

Implementation Approach:

Adopted a conversational Al solution with Maki People to
automate early-stage recruitment.

The Al managed screening, scheduling, and
communication, with human oversight for final hiring
decisions.

Results Achieved:

Reduced recruiter workloads and improved candidate
engagement. Decreased time-to-screen, with 98% of
candidates rating the process positively in a post-
implementation survey.

Lessons Learned:

Al can coexist with compliance; BNP Paribas balanced
automation benefits with governance.

Success in regulated industries requires combining
automation's speed with necessary human oversight for
fairness and trust.
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PHASE 1: PREPARATION
(0-3 MONTHS)

Identify where voice Al can deliver measurable business
value and ensure the organization is structurally ready.

Key steps:

« Map high-friction interactions where missed calls, long
queues, or repetitive tasks drive cost and dissatisfaction.

« Define business metrics (e.g., reduction in missed calls,
average handling time, revenue capture).

» Select pilot vendors and validate technical fit, including
latency, language support, and security posture.

» Establish governance frameworks for  privacy,
compliance, and escalation.

Deliverables: Business case, use case prioritization matrix,
vendor shortlist, and governance charter.

Resource requirements: Business analysts, IT integration
leads, compliance officers.

Stakeholder responsibilities: C-suite sponsors approve

priorities; operations teams surface pain points; IT validates
technical feasibility.
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PHASE 2: PILOT PROGRAM
(3-6 MONTHS)

Pilots are designed to test value in controlled environments.
Does the system perform against benchmarks, and does it
deliver business outcomes?

Key steps:

« Deploy agents on a limited scope (e.g., inbound sales
inquiries, appointment scheduling).

« Set clear performance thresholds (e.g., latency <500ms,
80% first-contact resolution).

e Monitor customer sentiment and escalation rates.

« Capture interaction transcripts for analysis and
retraining.

Deliverables: Pilot performance report, ROl assessment,
refined integration blueprint.

Resource requirements: Pilot team (product owner, IT
integration engineer, contact center leads), budget for
limited licenses.

Stakeholder responsibilities: Operations own day-to-day

monitoring; IT ensures stability; executives review ROI and
approve scale.
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PHASE 3: FULL DEPLOYMENT
(6-18 MONTHS)

This is where ROl compounds, but also where risks grow if
integration or change management are weak.

Key steps:

« Expand agents across customer service, sales, and
internal support workflows.

 Integrate voice Al into enterprise systems (CRM, ERP,
billing, scheduling).

« Train employees to collaborate with Al, focusing on
escalation and exception handling.

e Build redundancy and monitoring systems to ensure
resilience under peak loads.

Deliverables: Enterprise-wide deployment plan, integration
reports, workforce training programs.

Resource requirements: Enterprise architects, vendor
specialists, change management teams.

Stakeholder responsibilities: C-suite sponsors allocate

budget; IT architects lead integration; HR and training units
manage workforce adoption.
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PHASE 4: OPTIMIZATION
(18-36 MONTHS)

Optimization is about moving from capability to advantage.
At this stage, voice Al is not just operational — it is strategic.

Key steps:

« Establish continuous learning loops, using interaction
data to retrain models and close intent gaps.

 Introduce multimodal capabilities (combining voice with
text, biometrics, or visual data).

 Expand personalization by tailoring responses based on
customer profiles and history.

« Benchmark against evolving regulations and competitor
practices to maintain compliance and competitiveness.

Deliverables: Continuous improvement framework,
multimodal roadmap, compliance audits.

Resource requirements: Data science teams, compliance
officers, innovation leads.

Stakeholder responsibilities: Executives define strategic

KPlIs; IT and data teams drive model refinement; compliance
ensures regulatory adherence.
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RISK AND MITIGATION TACTICS

Risk: PwC surveys show that 46% of consumers don’t trust voice
assistants to process orders correctly, and 45% don’t trust
payment handling .

Solution: Enterprises must implement clear disclosure (“you are
speaking to an Al"), transaction verification, and fallback to
humans for sensitive actions.

Risk: Recruitment use cases show clear risks — Al struggles with
evaluating creative problem-solving and cultural nuance .

Solution: Provide layered human oversight, continuous bias
audits, and localization beyond translation.

Risk: Voice networks are targets for fraud (e.g., vishing).
Operators increasingly deploy voice firewalls to monitor traffic and
block suspicious calls in real time .

Solution: Analyse the ROl impact due to firewalls and actively
ensure good reputation so that your calls are not flagged as spam.

Risk: Deepgram’s 2025 report shows response latency under
500ms is a non-negotiable benchmark for natural conversation .

Solution: Stress-test systems under peak loads so that they are
capable of maintaining redundancy in infrastructure.

Risk: In healthcare, voice Al tasks are stratified: low-risk
(scheduling), moderate-risk (reminders), high-risk (clinical triage).

Solution: Each tier requires proportional safeguards — including
automatic escalation when models detect uncertainty .
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ROI ANALYSIS

For enterprises, the cost-benefit
profile scales dramatically.
Contact centers handling
millions of calls annually face
labor costs of $2-4 per call.
Automating even 20-30% of
these interactions generates
multi-million-dollar savings,
while simultaneously reducing
wait times and attrition

ROI EXAMPLES

1.A dental clinic handling 1,200 calls/month with a 25%
missed rate loses ~$7,500 monthly (average booking
value $25). A $500/month Al agent reducing missed
calls by 60% recovers $4,500 revenue — 9x ROI in the
first month.

2.A contact center fielding 10M calls/year at $2.50/call
incurs $25M in costs. Automating 30% of interactions
saves $7.5M annually. Coupled with higher FCR and
NPS, the savings extend beyond direct cost to include
customer retention gains.
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TIMELINE TO IMPLEMENT

Strategic
Benefits
Improved NPS,
: : richer data
Pilot Expansion
capture, and
Measurable workforce
ROl in productivity
recruitment gains in
and SMB use healthcare and
cases with banking
immediate
throughput Y
" ¢
gains 24-36 months >
" r 12-24 months
6—-12 months
il Continuous
[ 0-3 months Learning
. Multimodal
Full Integration adoption
CRM, billing, (voice, text,
. . and HR biometrics)
Diagnostic .
Pilots . systems drives .
integrated; 20— compounding
Initial pilots in 30% cost ROl and
FAQ handling reductions customer
and achieved experience
appointment differentiation
scheduling
show early
value signs

Contrary to early hype cycles, most enterprises don’'t see ROl overnight. A phased
reality emerges:

0-3 months: Diagnostic pilots targeting one or two workflows (e.g., FAQ handling,
appointment scheduling) generate early signs of value but limited financial impact.

3-6 months: Pilot expansion delivers measurable ROI, especially in recruitment and
SMB use cases where throughput gains are immediate.

6-12 months: Full integration with CRMs, billing, or HR systems enables scale.
Enterprises begin to see cost reductions of 20—-30% across selected functions.

12-24 months: Strategic benefits materialize: improved NPS, richer data capture, and
workforce productivity gains. Healthcare and banking adopters report operational
improvements within this horizon.

24-36 months: Continuous learning and multimodal adoption (voice + text +
biometrics) create compounding ROI. By this stage, voice Al is not just saving costs but
shaping customer experience as a differentiator .
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About LemonVolt

Lemonvolt is reimagining recruitment by replacing outdated hiring systems with
autonomous Al agents that run talent acquisition end-to-end. Our Agentic Hiring
Platform gives businesses the efficiency and scale of a large recruiting team without the
overhead. We empower HR and leadership teams with next-gen tools that cut cost, time-
to-hire, and complexity, helping them compete with greater agility in fast-moving tech
and IT markets. Anchored in innovation and a Silicon Valley—inspired approach,
Lemonvolt is driving the future of hiring with intelligent, transformative technology.

Discover LemonVolt

lemonvolt.com



