
In today’s customer service environment, managing high volume calls efficiently is critical. Waiting times can
make or break customer satisfaction, especially when callers are stuck on repetitive requests or aren’t answered on
the first ring. To optimize your contact center, it’s vital to identify which call types drive frustration the most and
apply the right technology to smooth the experience.

This article explores how to pick call types customers hate waiting for by leveraging your telephony stack and
speech recognition (ASR) tools. We’ll cover why legacy IVR systems often failed, the constraints between voice and
chat, importance of end-to-end latency, and the critical need for barge-in and interruption handling.

Understanding Why Customers Hate Waiting on Certain Call Types
Not all calls are equal in the eyes of your callers. Some prompt a near instant hang-up if they experience delays;
others can tolerate longer waits without damage to loyalty. Here’s what typically drives impatience:

Repetitive Requests: Customers hate repeating information they’ve already given. Being forced through
multiple steps or to restate an issue leads to frustration.

High Volume Calls: These are usually simple, transactional calls but arriving at high concurrency creates
bottlenecks.

Calls Not Answered on the First Ring: Slow initial responses set a negative tone immediately.

Urgent or Time-Sensitive Calls: For issues like outages, billing disputes, or urgent health inquiries, every
second waiting counts.

Identifying these call types upfront helps prioritize where to focus businessabc technology improvements and
operational adjustments.

Legacy IVR Systems: Why They Often Failed
Interactive Voice Response (IVR) systems promised automation and improved efficiency decades ago, but in many
cases they ended up being a significant source of customer frustration. The core failure modes include:

1. Rigid Menus: Long, unintuitive menus forced customers to spend excessive time navigating.
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2. Lack of Barge-In: Customers could not interrupt automated prompts to quickly say their request, leading to
wasted time.

3. Poor Speech Recognition: Early ASR systems had low accuracy, requiring repeated attempts or fallback to
touch-tone input.

4. Disconnected Experience: Transferring to live agents often meant repeating info already given in IVR.

5. Focus on Containment Rate: Optimizing for IVR containment often sacrificed customer satisfaction when
callers couldn’t complete tasks.

Modern AI-powered voice agents and smarter telephony stacks fix many of these shortcomings, but
understanding the past helps avoid repeating mistakes.

Voice vs Chat Constraints: Why They Matter for Call Type Selection
When choosing which call types to tackle with voice automation or enhancements, it’s critical to understand the
difference between voice and chat channels:

Aspect Voice Chat Latency Sensitivity Extremely sensitive. Delays over 500ms are apparent and frustrating. More
tolerant. Typing speed and response pauses are expected. User Patience Low. High volume callers want immediate
acknowledgment and fast resolution. Higher. Users can multi-task and bounce in and out. Input Mode Speech
(ASR) with inherent accuracy/error challenges. Text, easy to edit and clarify. Context Loss Impact High.
Interruptions or poor hand-offs cause repetition pain. Moderate. Scrollback in chat mitigates context loss.

Given these differences, high volume, repetitive call types that customers hate waiting for often benefit most from
voice channel improvements. Chat can sometimes offload lower urgency or complex inquiries.

The Critical Role of End-to-End Latency
One weakness of many contact center projects is focusing strictly on model or ASR latency — the time it takes for
speech to be transcribed or AI to respond — without measuring end-to-end latency. This metric captures the
entire round trip from customer speech to system response, including:

Telephony transport and codecs

Speech capture and network handoffs

ASR and NLU processing time

Response synthesis and playback

Any retries or error correction loops

Customers perceive delays caused by all these combined factors. A model responding in 200ms means nothing if
the real-world latency the caller experiences is 2 seconds or more. For call types where customers are highly
impatient — such as checking account balances, order statuses, or simple service activation — keeping total
latency under 500ms end-to-end is essential to prevent perceived waiting.

Barge-In and Interruption Handling: The Game Changers
Allowing callers to barge in or interrupt prompts isn’t just a “nice to have.” It’s a fundamental usability element
that drastically reduces wait frustration for high volume, repetitive calls. Barge-in enables:



Faster task completion: Callers don’t have to listen to entire menu prompts if they know exactly what they
want.

Reduced perceived latency: Hearing your own words processed immediately provides a sense of control.

Increased accuracy: Interruptions can help disambiguate intents early.

Despite its importance, many telephony stacks and speech recognition providers either dodge or poorly handle
barge-in, resulting in:

Long pauses before the system reacts to speech

Missed or partial commands due to lack of prompt interruption

Agent hand-offs that ignore partial system inputs, forcing callers to repeat themselves

When selecting vendors or building your own solutions, always ask for the end-to-end barge-in latency. Test
various failure modes where a caller tries to interrupt system speech at random points — does the system
recognize and respond immediately, or does it wait? This testing can prevent costly usability flaws.

How to Pick Call Types Customers Hate Waiting For: A Practical
Approach
Now that you understand the key technology and user experience factors, here’s a step-by-step method to
prioritize call types for improvement:

1. Analyze Call Volume and Repeat Patterns: Use your telephony stack analytics to identify the highest
volume call types and those with many repeat or multi-transfer occurrences.

2. Focus on First Ring Answer Failures: Calls that don’t get answered immediately or are stuck in long queues
cause the most dissatisfaction.

3. Look for Repetitive Requests: Calls requiring data that’s easily automated (e.g., balance checks, order status,
password resets) are prime candidates.

4. Simulate End-to-End Customer Experience: Measure real-world latency including telephony and ASR, not
just model speeds, to see where delays occur.



5. Evaluate Vendor Barge-In Capabilities: Test your current and prospective tools’ handling of interrupts
during prompts.

6. Keep an Eye on Agent Hand-Offs: Ensure your IVR or AI agent preserves customer context to avoid
repetition, a major pain point.

Following this method lets your team focus scarce resources on call types that harm customer loyalty the most,
aligning technology improvements to real frustration drivers.

Conclusion
Picking call types that customers hate waiting for isn’t guesswork. It’s a data-driven, technology-aware process
that starts with understanding why customers become frustrated and how your telephony stack and speech
recognition systems impact the experience.

Legacy IVR failures remind us of the cost of ignoring latency and ignoring barge-in capabilities. Embracing full end-
to-end real-world latency measurements and prioritizing interruption handling help maximize the impact of your
AI voice deployments. This is especially true for high volume calls involving repetitive requests where
customers expect fast first ring answer.

In the end, it's about reducing every second of unnecessary waiting — because for those calls customers hate
waiting for, even a few hundred milliseconds more can mean the difference between customer satisfaction and
frustration.


