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1. Executive Summary

Every time a phone rings and no one answers, a local service business is losing money. Not just the value
of that single job—but potentially thousands of dollars in lifetime customer value, referrals, and repeat
business. This study quantifies what most business owners only vaguely suspect: missed calls are the
single largest silent revenue leak in local service businesses.

The numbers are staggering. The average small business answers only 38% of inbound calls. 85% of
callers who reach voicemail never call back—80% don't even leave a message. Instead, they call a
competitor. For a typical local service business, this translates to $62,000-$126,000 in lost revenue every
year. For dental offices and law firms with higher per-customer values, the losses can exceed $150,000
annually.

62% $126K 80% 391%

of calls go unanswered avg. annual revenue of voicemails never left higher conversion
lost per business within 1 minute

The Core Finding: Missed calls are not a minor inconvenience—they are the single most
expensive operational failure in local service businesses. A plumber who misses 5 calls per
day at an average job value of $275 is leaving $1,375 on the table daily, or roughly $360,000
per year. Even capturing half of those calls would add $180,000 in revenue.

This report examines missed call rates across eight major local service industries, quantifies the revenue
impact at both the per-call and annual level, explores customer behavior after reaching voicemail, and
presents the compounding cost of inaction over a five-year horizon. The data makes an unambiguous
case: solving the missed call problem is the highest-ROI investment most local service businesses can
make.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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2. The Scale of the Problem

How bad is the missed call problem? Worse than most business owners realize. According to research
from Ambs Call Center and corroborated by multiple industry surveys, small businesses answer only
37.8% of incoming calls on average. That means nearly two out of every three potential customers who
call never speak to a human being.

The problem is not uniform across industries. Field service businesses—HVAC, plumbing,
landscaping—have the highest miss rates because technicians are physically on job sites and can't
answer phones. Restaurants miss calls during rush hours. Dental offices miss them when front desk staff
are busy with check-ins. Salons miss them when stylists are mid-service. The common thread is that the
people best equipped to answer the phone are busy doing the work that generates revenue.

Missed Call Rates by Local Service Industry

Auto Repair 32% %
Legal Services T i i 35%;
Cleaning Services T i r 358%
Landscaping | 42%
Dental Offices 29% %
Salons & Spas T i ! 37§%
Restaurants | 45%
HVAC & Plumbing | 49%
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Figure 1: HVAC, plumbing, and restaurants lead in missed call rates due to staff being physically unavailable.

2.1 The Volume Problem

The average local service business receives 40-80 inbound calls per week. For a business missing 40%
of those calls, that's 16—32 missed opportunities every week—roughly 800-1,600 per year. Even with a
conservative conversion rate of 30%, that represents 240-480 lost jobs annually.

Critically, inbound phone calls are the highest-quality leads a local business receives. Research shows
that inbound calls are 10-15 times more likely to convert than web leads. A person calling a plumber has a
problem right now and wants it solved. A person filling out a contact form is comparison shopping. By
missing phone calls, businesses are losing their best, most conversion-ready leads.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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10-15x  40-80 800+ 30%

phone leads convert avg. weekly inbound missed calls per year of callers ready to book
vs. web leads calls per business (avg.) immediately

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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3. The True Cost of a Missed Call

The cost of a missed call goes far beyond the immediate lost job. To understand the true financial impact,
we need to consider three layers of loss: the immediate job value, the customer lifetime value, and the
referral value.

Average Revenue at Stake Per Missed Call by Industry
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Figure 2: Revenue at stake per missed call ranges from $85 (salon visit) to $2,000+ (new dental patient lifetime value).

3.1 Layer 1. Immediate Job Value

The most obvious cost is the revenue from the job that doesn't get booked. This varies dramatically by
industry. A missed call to a cleaning service might represent a $120-$180 booking. A missed call to an
HVAC company during a heat wave could represent a $3,000-$15,000 system replacement. Emergency
plumbing calls average $450-$650. Legal consultations often represent $500-$5,000+ in initial fees
alone.

3.2 Layer 2: Customer Lifetime Value

The compounding loss is where the math becomes truly alarming. That missed cleaning call isn't just a
$150 job—it's a customer who might have booked weekly for three years ($7,200 LTV). That missed
dental call isn't a $200 cleaning—it's a patient worth $15,000+ over a decade of checkups, fillings, crowns,
and referrals. The average HVAC customer has a lifetime value of $12,000 across installations,
maintenance contracts, and emergency repairs.

Critical Insight: When you miss a call, you're not losing a $275 plumbing job. You're losing a
$8,500 lifetime customer. You're not losing a $65 haircut. You're losing a $7,200 client who
visits twice a month for years. The true cost of a missed call is typically 15-40x the value of
the immediate job.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
Prepared March 2026 | Confidential



Missed Calls & Lost Revenue | 2026 Industry Study

3.3 Layer 3. Referral Value

Satisfied customers refer 2—4 new customers on average. Each lost customer therefore represents not
just their own lifetime value, but the lifetime value of the 2—4 customers they would have referred. For a
dental practice, a single missed new patient call represents: $200 immediate cleaning + $15,000 patient
LTV + $30,000-$60,000 in referred patient LTV = up to $75,000 in total economic impact from a single
unanswered phone call.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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4. Industry-by-Industry Revenue Impact

The financial impact of missed calls varies significantly across industries, driven by differences in call
volume, average job value, conversion rates, and customer lifetime value. The chart below shows
estimated annual revenue losses by industry.

Average Annual Revenue Lost to Missed Calls by Industry
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Figure 3: Dental offices and legal services face the highest annual losses due to high per-customer value.

Avg. CaIIs/Week Avg. Job Value | Est. Annual Loss

HVAC & Plumbing 60-80 42-49% $275-$650 $65K-$105K
Dental Offices 80-120 25-35% $200-$2,000+ $95K-$180K
Legal Services 30-60 30-40% $500-$5,000 $75K-$150K
Restaurants 100-200 40-50% $35-$145 $45K-$80K
Salons & Spas 50-80 35-40% $65-$120 $30K-$55K
Auto Repair 40-70 28-35% $275-$800 $40K-$65K
Landscaping 30-50 38-45% $180-$500 $28K-$48K

Cleaning Services 30-60 35-42% $120-$250 $22K-$40K

Table 1: Revenue impact varies by call volume, miss rate, and average job value across industries.

4.1 High-Value Industries: Dental & Legal

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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Dental offices and legal services bear the largest per-call losses because each missed call represents a
high-value, long-term customer relationship. A dental office missing 25 calls per week at a lifetime patient
value of $15,000 stands to lose hundreds of thousands in compounded revenue. Law firms face similar
dynamics: a single personal injury case can be worth $10,000-$50,000+ in fees. Missing even one call
per week from a qualified lead is devastating.

4.2 Field Service Industries: HVAC, Plumbing, Landscaping

Field service businesses face a structural challenge: their most knowledgeable people are on job sites. An
HVAC company with 10 technicians in the field has 10 potential calls going unanswered every time the
office phone is busy. During peak seasons—summer for AC, winter for heating—call volume spikes 2—3x
while staff capacity remains flat. This creates a "revenue ceiling" where businesses physically cannot
capture the demand available to them.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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5. The Speed-to-Lead Effect

Even when businesses do return missed calls, the delay dramatically reduces conversion rates. The
landmark MIT Lead Response Management Study, corroborated by subsequent research from Velocify,
InsideSales, and Callingly, established a clear relationship between response speed and conversion
probability.

Speed to Lead: How Response Time Impacts Conversion
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Figure 4: Conversion rates collapse exponentially as response time increases—even minutes matter.

5.1 The First 5 Minutes Are Everything

Responding within 1 minute increases conversion rates by 391% compared to a 24-hour response. Within
5 minutes, conversion rates are still 21x higher than a 30-minute delay and 300% higher than a 1-hour
delay. After 30 minutes, the odds of qualifying a lead drop by more than 6x. After one hour, they drop by
more than 10x.

The implication is stark: if your missed call system is "we'll call them back at the end of the day," you've
already lost the vast majority of those leads. The customer needed a plumber now, a dentist now, a lawyer
now. By the time you call back two hours later, they've already booked with someone else.

5.2 The Industry Response Gap

Despite the overwhelming evidence that speed matters, most businesses are nowhere close to the
5-minute benchmark. Studies show the average business takes 47 hours—nearly two full days—to
respond to a lead. Only 0.1% of inbound leads receive a response within 5 minutes. This gap represents
an enormous competitive advantage for businesses that solve it.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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The First-Responder Advantage: 78% of customers buy from the first business that
responds to their inquiry. In local services, where multiple businesses offer similar quality and

pricing, speed is the primary differentiator. The business that answers the phone—or
responds within minutes—wins the job.

47 hrs 0.1% 78% 21X

average business of leads reached within buy from the first higher conversion
response time 5 minutes responder within 5 minutes

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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6. After-Hours: The Hidden Revenue Window

One of the most overlooked revenue opportunities for local service businesses is the after-hours window.
Calls that come in before opening and after closing represent a significant share of total call volume—and
nearly all of them go unanswered.

Call Volume vs. Miss Rate Throughout the Day
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Figure 5: Miss rates spike during early morning, lunch, and evening hours—precisely when many customers are free to call.

6.1 The After-Hours Demand

35-40% of calls to local service businesses come outside standard 9-5 business hours. These include
early morning calls (6—8am) from customers calling before their own workday, lunchtime calls (12—1pm),
evening calls (5-9pm) from customers who were too busy during the day, and weekend calls. Emergency
calls—burst pipes, AC failures, dental emergencies—are disproportionately after-hours, and these are
often the highest-value jobs.

6.2 The After-Hours Revenue Gap

For businesses that close their phones at 5pm, the after-hours miss rate is effectively 100%. If 35% of
weekly calls arrive after hours and only 10% of those callers leave a voicemail (which is then returned the
next day, when conversion rates have already collapsed), the business is losing roughly 30% of its
inbound lead flow to the voicemail black hole.

Emergency service calls are particularly valuable: plumbing emergencies average $450-$650, HVAC
emergencies $400-$1,200, and emergency dental visits $300-$800. These high-urgency, high-value
callers will not wait until morning. They will call the next provider on Google until someone answers.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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After-Hours Reality: A plumbing business that closes its phones at 5pm and receives 15
after-hours calls per week at an average emergency job value of $500 is leaving
approximately $390,000 on the table annually (15 calls x $500 x 52 weeks). Even capturing
40% of these calls would add $156,000 in revenue.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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7. Customer Behavior: What Happens After a
Missed Call

Understanding what customers do when they reach voicemail reveals why missed calls are so costly. The
data paints a picture of impatient consumers who have been trained by Amazon, Uber, and instant
messaging to expect immediate responses.

The Missed Call Journey: What Happens to 100 Inbound Calls
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Figure 6: Out of 100 inbound calls, only 38 are answered. Of the 62 that go unanswered, 53 end up calling a competitor.

7.1 The Voicemail Death Spiral

When a customer reaches voicemail, the following sequence typically occurs: 80% hang up without
leaving a message. Of the 20% who do leave a message, only 30—40% receive a callback within 2 hours.
By the time the callback happens, 60—70% of those callers have already contacted a competitor. The net
result: of 62 missed calls, approximately 53 result in the customer calling a competitor. That's an 85% loss
rate on missed calls.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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What Customers Do When They Reach Voicemail

Search online
for alternatives

Try calling
again later
Call a
competitor
38%
Leave
voicemail

Hang up
(no message)

Figure 7: The largest group (38%) immediately call a competitor. Only 12% leave a voicemail.

7.2 The Modern Consumer Expectation

Consumer expectations for response speed have fundamentally shifted. In a world of same-day delivery,
ride-hailing in 3 minutes, and Al chatbots that respond instantly, waiting on hold or leaving a voicemalil
feels archaic. Younger demographics (25-45) are particularly impatient: 72% expect a response within 10
minutes, and 45% will move on after a single unanswered call attempt. This demographic is increasingly
the primary decision-maker for home services, dental care, and legal services.

7.3 The Competitor Effect

Google has made finding alternatives effortless. A customer who doesn't get through to your plumbing
business is one tap away from calling the next plumber in the search results. In competitive local markets,
there are typically 5-15 direct competitors for any given service. The customer doesn't need to wait for
you—they have options, and they'll use them.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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8. Lifetime Value: The Compounding Cost of
Lost Customers

Perhaps the most underappreciated aspect of missed calls is the compounding nature of the loss. Local
service businesses thrive on repeat customers and referrals. Every missed call doesn't just lose a single
transaction—it removes an entire branch from the customer growth tree.

$500 $s500

$3s50

Single Job Value vs. Customer Lifetime Value by Industry
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Figure 8: Customer lifetime value is 15-40x the single job value, making every missed call far costlier than it appears.

Industry Single Job ValueCustomer LTV|LTV Multiplier With Referrals

Cleaning Service $150 $3,600 $11,000-$18,000
Landscaping $200 $4,800 24x $14,000-$24,000
Salon / Barber $65 $7,200 111x $22,000-$36,000
Restaurant $35 $5,400 154x $16,000-$27,000
Auto Repair $350 $8,500 24x $25,000-$42,000
HVAC $500 $12,000 24x $36,000-$60,000
Dental Office $200 $15,000 75X $45,000-$75,000
Legal Firm $500 $18,000 36x $54,000-$90,000

Table 2: When referral value is included, the total economic cost of losing a customer reaches 30-180x the initial job.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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The "With Referrals" column assumes each customer refers 2—3 new customers over their lifetime, each
with similar lifetime values. This is conservative—studies show satisfied customers in home services refer
an average of 3.5 new customers. The compounding effect means that the actual economic impact of a
single missed call to a dental office is not $200, and not even $15,000—it's potentially $45,000-$75,000
when the full referral chain is considered.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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9. The 5-Year Cost of Inaction

For business owners who recognize the missed call problem but deprioritize solving it, the cumulative cost
over time is staggering. Revenue lost to missed calls doesn't stay flat—it compounds as inflation raises job
values, as customer acquisition costs increase, and as competitors who solve the problem capture an
ever-larger share of the market.

The 5-Year Cost of Inaction: Cumulative Revenue Lost to Missed Calls
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Figure 9: Over five years, cumulative revenue lost to missed calls reaches $168K—$786K depending on industry.

9.1 The Compounding Loss Model

This analysis assumes a constant miss rate with 3-5% annual growth in call volume and job value
(reflecting market growth and inflation). For a mid-value service business like HVAC or plumbing, the
five-year cumulative loss reaches approximately $395,000. For high-value services like dental or legal, it
approaches $786,000. Even for lower-value services like cleaning or salon businesses, the five-year total
exceeds $168,000.

Perspective Check: $395,000 is enough to hire two full-time employees, purchase three
service vehicles, or invest in marketing that would grow the business by 40-60%. That
revenue isn't hypothetical—it's demand that exists today, from customers who want to hire
you, and is being redirected to competitors because no one answered the phone.

9.2 The Competitive Erosion Effect

Beyond direct revenue loss, persistent missed calls create a competitive erosion effect. Every customer
you lose to a missed call becomes a competitor's customer—and likely a loyal one. They leave that
competitor positive reviews, refer friends there, and never think of your business again. Over five years,
this dynamic doesn't just cost you revenue—it shifts market share. The businesses that solve the missed

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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call problem first gain a structural advantage that compounds over time.

Monthly Revenue: Current Performance vs. Full Call Capture
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Figure 10: The revenue gap between current performance and full call capture averages ~25% across the year.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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10. Case Studies: Revenue Recovered

Case Study 1: HVAC Company Recovers $184K in Year One

A 15-technician HVYAC company in Texas was missing approximately 45% of inbound calls during peak
summer months. After deploying an Al answering service that handled calls 24/7, their answer rate
jumped from 55% to 97%. In the first 12 months, they booked 340 additional jobs that would have
previously been lost to voicemail, generating $184,000 in incremental revenue. The Al service cost
$200/month—a 7,600% ROI.

Case Study 2: Dental Practice Adds $220K from After-Hours
Capture

A two-dentist practice in Ohio discovered they were missing 28 calls per week, with 12 coming after 5pm.
By implementing an Al receptionist that booked appointments via text and confirmed insurance eligibility,
they captured an additional 8-10 new patients per week. With a patient lifetime value of $15,000, the
first-year revenue impact was approximately $220,000 in future contracted value, with $42,000 in
immediate first-visit revenue.

Case Study 3: Solo Plumber Eliminates Revenue Leak

A solo plumber in suburban Atlanta was losing 6—8 calls per day while on job sites. His phone records
showed he was missing approximately 35 calls per week. After implementing a virtual receptionist with
Al-powered scheduling, he captured an additional 18 jobs per week at an average value of $275. Monthly
revenue increased from $22,000 to $38,000—a 73% increase—without hiring additional staff or increasing
marketing spend.

Case Study 4: Law Firm Stops Losing $95K to Competitors

A three-attorney personal injury firm in Florida discovered they were missing 40% of calls during business
hours and 100% after hours. Client intake analysis revealed that 60% of their competitors offered 24/7
phone response. After implementing an Al intake system that qualified leads and scheduled consultations
around the clock, new client acquisition increased by 35%. Annualized, this represented approximately
$95,000 in recovered revenue that had been going to competitors with better phone coverage.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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11. Recommendations for Business Owners

The data in this report leads to a clear conclusion: solving the missed call problem should be the top
priority for any local service business looking to grow revenue. Here are the recommended steps, ordered
by impact and ease of implementation.

Step 1: Audit Your Current Miss Rate

e Check your phone records. Most business phone systems track answered vs. missed calls. Pull
the data for the last 90 days and calculate your miss rate. Many business owners are shocked by
what they find.

e ldentify peak miss periods. Are you missing calls during lunch? After 5pm? During peak season?
Pinpointing when calls are lost helps determine the best solution.

e Calculate your revenue leak. Multiply missed calls by your average job value and conversion rate
to quantify the annual impact.

Step 2: Implement Immediate Coverage

e Al receptionist or virtual answering service. The highest-ROI solution for most businesses. Al
receptionists handle calls 24/7, book appointments, answer FAQs, and send text
follow-ups—typically for $50-$300/month.

e Text-back on missed calls. At minimum, implement an automatic text message when a call is
missed: "Sorry we missed your calll How can we help?" This simple automation recovers 25-35% of
otherwise lost leads.

e Website chat widget. Not everyone wants to call. A live chat or Al chatbot on your website captures
visitors who prefer texting, especially younger demographics.

Step 3: Optimize Response Time
e Set a 5-minute response standard. For any call that isn't answered live, aim to return it within 5
minutes. The data shows 21x higher conversion at this speed.

e Use call routing. Configure your phone system to route to backup staff, a partner, or an Al service
after 3—4 rings rather than sending to voicemail.

e Track speed-to-lead metrics. Measure and report on response times weekly. What gets measured
gets managed.

Step 4: Extend Your Availability
e Cover after-hours with Al or answering services. 35-40% of your calls come outside business
hours. Even capturing half of these represents a 15-20% revenue increase.

e Enable online booking. Let customers self-serve when they can't call. Online scheduling captures
demand 24/7 without any phone interaction.

« Weekend coverage. For emergency services (HVAC, plumbing, dental), weekend phone coverage
is essential—these are often the highest-value calls.

Sources: Ambs Call Center, Invoca, MIT Lead Response Study, HubSpot, ServiceDirect, Housecall Pro, Forbes
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12. Methodology and Sources

This report synthesizes data from multiple authoritative sources, industry surveys, and academic research
to quantify the revenue impact of missed calls on local service businesses. Data was collected and
analyzed in Q1 2026.

Primary Data Sources:

« Ambs Call Center — "The Real Cost of a Missed Call" (2026 Report)

e MIT — Lead Response Management Study

« Velocify / InsideSales — Speed-to-Lead Research

e Callingly — "The 5-Minute Rule" (2025)

 Invoca — "How Much Missed Sales Calls Cost Home Services Businesses"
e Housecall Pro — "The Hidden Costs of Missed Calls"

e Forbes — Small Business Communication Statistics

¢ Nextiva — "The Cost of Missed Calls for Small Businesses"

 Dialzara — "Missed Calls: Hidden Costs and Al Solutions"

e Eden/Ring Eden — "How Much Business Do | Lose from Voicemail?"

e Entrepreneur — "This One Mistake Could Be Costing Your Business Thousands"
 Service Direct — Home Service Call Performance Reports

e Suzee Al —"Why Plumbers Lose $50K/Year to Missed Calls"

e GetAira — "Missed Calls Cost Small Businesses $126,000/Year" (2026)

e CompuVolP — "The Cost of Missed Calls for Small Businesses in 2025"

Disclaimer: Revenue estimates in this report are based on industry averages from multiple surveys with
varying sample sizes and methodologies. Actual revenue impact for individual businesses will depend on
factors including call volume, industry, geographic market, service pricing, and competitive dynamics.
Figures should be treated as directional estimates to inform decision-making rather than precise financial
projections.

End of Report

Prepared March 2026
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