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Executive Summary

Wastewater treatment manufacturers that sell through independent installer networks face a 
recurring set of operational gaps between the moment a customer enquiry arrives and the point a 
final quotation is issued. These gaps typically show up as enquiries lost at first contact, unsuitable or 
incomplete enquiries reaching installers, inconsistent qualification across channels, variable system 
selection, slow response, and limited visibility into how the network is performing.

CallingCrew is installer-network estimation infrastructure. It standardises how customer enquiries 
are captured, qualified and turned into a provisional estimate, using rules the supplier defines, 
before routing the opportunity to an installer. Installers retain full control over site visits, final 
system selection, final pricing, the final quotation and the customer relationship.

This briefing sets out seven operational gaps commonly found in wastewater installer networks and 
how the CallingCrew workflow addresses each one.
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Seven Operational Gaps

1. Enquiries Lost at First Contact

The operational problem
Enquiries arrive by phone and web. A call that isn't answered, or a web enquiry that goes 
unactioned, can be lost before qualification ever begins.

Practical effect
Missed calls and stalled web enquiries mean suppliers lose opportunities before there is any record 
of them, and lose visibility into how many enquiries were lost this way.

How CallingCrew addresses it
CallingCrew provides 24/7 web-based enquiry capture. Where deployed, an optional reception layer 
also provides continuous phone coverage, screening nuisance or irrelevant calls and notifying the 
right recipient by email for genuine enquiries, so fewer opportunities are lost before qualification 
starts.

2. Unsuitable or Incomplete Enquiries Reaching Installers

The operational problem
Not every enquiry that reaches an installer is a good match - wrong property type, wrong region, 
unrealistic scope - and this often isn't established until well into the process. Separately, the 
information captured varies depending on who handles the enquiry and how much detail is 
recorded.

Practical effect
Installers spend time on enquiries that were never going to progress, or chase missing details before 
they can move forward at all.

How CallingCrew addresses it
Structured qualification captures the detail needed to assess suitability and completeness upfront, 
whether the enquiry started online or by phone, so installers receive enquiries that are both relevant 
and complete.

3. Inconsistent Qualification Across Phone, Web and Installer Channels

The operational problem
Enquiries enter through different channels - web, phone, sometimes manual entry - and without a 
shared workflow, the information captured can vary depending on the channel and who is handling 
it.

Practical effect
This creates inconsistent starting points for installers depending on how the enquiry arrived, and 
makes it harder for suppliers to trust enquiry quality equally across the network.

How CallingCrew addresses it
Where phone qualification is used, it gathers the same structured project information as the web 
conversation and feeds it into the same qualification, system-selection and provisional-estimate 
workflow - so the channel an enquiry arrives through doesn't change the information the installer 
receives.
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4. Incorrect or Inconsistent System Selection

The operational problem
Without a standardised set of rules, system selection can vary depending on individual judgement 
rather than a consistent set of criteria.

Practical effect
This creates rework, delay, and an inconsistent experience for customers depending on which 
installer or team member handles their enquiry.

How CallingCrew addresses it
CallingCrew applies supplier-defined rules consistently to every enquiry to identify a suitable system 
option, which the installer then confirms after site assessment.

5. Slow Response and Weak Installer Handoff

The operational problem
Enquiries can sit unassigned or unactioned for periods of time, particularly outside normal business 
hours, and even once qualified, handoff to the right installer isn't always immediate or structured.

Practical effect
Customers may approach a competitor while they wait, and a weak handoff can leave installers 
without enough context to act on an enquiry straight away.

How CallingCrew addresses it
CallingCrew routes qualified enquiries to the appropriate installer as soon as they are ready, using 
rules the supplier has agreed, with the qualification record and provisional estimate attached so the 
installer can act immediately.

6. Limited Supplier Visibility Across the Network

The operational problem
Suppliers typically have no consistent view of enquiry volume, qualification quality or installer 
response across their installer network.

Practical effect
Without this visibility, suppliers cannot identify where performance varies or where operational gaps 
are affecting outcomes.

How CallingCrew addresses it
CallingCrew provides supplier dashboards through the network portal, showing enquiry activity and 
installer response across the network, based on the data captured through the platform.

7. Manual Onboarding and Difficulty Scaling Consistent Processes

The operational problem
Bringing a new installer into a consistent enquiry-handling process is largely manual, and extending 
that same process across more installers, regions or languages typically means rebuilding it case by 
case.

Practical effect
Onboarding is slower than it needs to be, new installers don't always start on the same structured 
workflow as established ones, and this gets harder to manage as the network grows.

How CallingCrew addresses it
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CallingCrew standardises qualification and routing on a configurable core, so every installer follows 
the same structured process once configured, and the platform is architected to extend to additional 
installers, regions and languages without rebuilding the underlying logic.
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How the CallingCrew Workflow Connects the Enquiry Journey

Customer Enquiry

↓

Structured Qualification

↓

Supplier-Rule System Selection

↓

Provisional Estimate

↓

Installer Routing

↓

Installer Review

↓

Final Quotation

CallingCrew manages every stage up to the provisional estimate and installer routing. From that 
point, the installer reviews the qualification data and estimate, carries out any site assessment 
required, and prepares the final quotation.

CallingCrew's optional voice layer covers two distinct roles, sitting alongside the core estimation 
infrastructure rather than forming part of it:

Reception and routing
Provides 24-hour reception coverage, screens nuisance or irrelevant calls, and prevents them from 
consuming staff time. Genuine enquiries, demo requests and support calls are identified and sent as 
structured email notifications to the appropriate recipient.

Phone qualification
Gathers the same structured project information collected through the web conversation and feeds 
it into the same qualification, system-selection and provisional-estimate workflow, by phone.
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Why Voice Automation Requires Proper Deployment

Where voice is used, it supports:

● 24-hour call coverage
● Missed-enquiry recovery
● Screening of nuisance or irrelevant calls
● Structured phone qualification
● Immediate email notification and routing
● Human handoff when required

Basic voice-agent software is widely available at low cost, but reliable operation requires more than 
connecting a model to a telephone number. The agent must be configured around the organisation's 
real callers, enquiry types, terminology, boundaries and escalation rules.

CallingCrew uses a managed deployment process:

1. Define a narrow operational role.
2. Map genuine call types and required outcomes.
3. Configure business knowledge and conversation boundaries.
4. Connect captured information to the appropriate workflow.
5. Test accents, interruptions, ambiguity and unexpected questions.
6. Provide clear human handoff routes.
7. Review transcripts and continuously tune performance during the pilot.

Some organisations have previously tested generic AI receptionists and removed them after poor 
caller experiences. This usually reflects insufficient configuration, integration, testing or ongoing 
ownership rather than the absence of a valid use case.

Software access is inexpensive. CallingCrew provides the configuration, integration, testing and 
ongoing operational management required to make it useful in practice.
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What Suppliers Gain

● Consistent qualification data across every installer and enquiry channel

● A standardised, rules-based approach to system selection and provisional estimation

● Visibility into enquiry volume and installer response across the network

● A platform architected to extend to additional installers and regions without rebuilding the 
underlying process

What Installers Retain Control Over

● Site visits and technical assessment

● Final system selection

● Final pricing

● The final quotation

● The customer relationship, throughout
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Discuss a Supplier Pilot

If any of these seven gaps are familiar, the next step is a short conversation - not a commitment to 
change how your installer network operates.

Explore the CallingCrew Network Portal

Discuss a supplier pilot

Paul Keenan
Founder & Chief Architect

9

https://callingcrew.com/demo-dashboard/
https://callingcrew.com/contact/

