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The home services industry is currently experiencing a historic surge. From plumbing and electrical to
landscaping and large-scale remodeling, consumer demand has reached an all-time high as homeowners
reinvest in their primary assets. However, beneath this growth lies a critical failure point that threatens the
ROl of even the most successful franchises: the "first contact.”

According to Pied Piper's 2026 Lead Handling Effectiveness (LHE) Study of the Home Services Industry, a
staggering 42 percent of customer interactions fail during the initial inquiry phase. Nearly half of consumers
ready to spend money are met with silence, technical dead-ends, or ineffective responses. The industry has a
reliability problem, with franchisees leaking revenue they have already committed to generate.

Anatomy of a “failed interaction”

A “leak” in the sales funnel is the accumulation of friction that causes a prospect to move to the next name
on their search list. When a consumer reaches out to a home services brand, they are often in a high-intent,
high-urgency state. Delays in that momentum are a signal to look elsewhere.

Common friction points:

» Digital dead-ends: Inquiry forms that fail to send confirmation emails or produce “404 errors” upon
submission. If a customer hits a broken link, they assume the business is equally broken.

» The speed gap: Modern consumers expect a response within minutes, not hours. When a lead goes cold
for more than 30 minutes, the likelihood of conversion drops by more than 80 percent. Speed is now a
primary competitive advantage.

» Alto-human handoff fumbles: Half of attempted Al-to-human transfers fail to reach someone (drops,
goes to voicemail, endless hold, etc.)

» Failing to answer the customer's question: Speedy automated responses often fail to address the
customer's actual questions and needs. When a customer attempts to contact multiple home services
companies, the race is actually to the first "effective” response satisfying the customer’s inquiry goals,
rather than which company has the fastest generic auto responder.

The momentum checklist for franchisees

To avoid falling into the 42 percent failure rate, operators must prioritize momentum. Use this checklist to
audit existing systems and ensure no lead is left behind:

1. Response speed and quality

» Fast acknowledgement: Digital customers should receive an automated text or email acknowledgement
within 60 seconds.

» The human touch: A live capable team member, able to handle the customer’s questions and needs,
should follow up personally:

* Minimum bar: at least one personal response within 24 hours.

» Goal: within 15 minutes.
2. Channel accessibility

» Meet them where they are: Prospects must be able to reach the business via their preferred medium,
whether it is SMS, web chat, or a traditional phone call.

» Quality control: Ensure the professional experience is identical across all channels so no “secondary”
platform feels neglected.

3. Data integrity

» The CRM rule: Every single interaction must be logged in a centralized CRM.

» The bottom line: If a lead isn't in the system, follow-up risks falling through the cracks.
4. Professional hand-off

» Seamless transitions: The move from the initial inquiry to the actual service appointment must be
friction-free.

» Maintain human staff for successful Al-to-human transfers: One in four Al interactions needs human
assistance to properly assist the customer; the transfer process is a common failure point.

» Set clear expectations: Always confirm who will be arriving, the specific time window, and what the
customer should expect next.

Measuring what matters

Franchisees cannot fix what they do not measure. Operators should regularly test their own customer
experience by calling the main line, submitting web forms, or asking a question via chat to see exactly what
the customer experiences. Implementing third-party audits ensures these checks aren't sidelined by daily
operations and provides an objective, impartial data set.

Scaling a home services franchise requires more than just a larger marketing budget. It requires a disciplined
focus on lead handling and responsiveness. By shifting the focus from lead volume to lead speed and
quality, franchisees can reclaim the 42 percent of inquiries that currently vanish into the void, turning wasted
ad spend into realized revenue.

Franchisees can't fix what they aren't tracking. The first step is to move from “assuming” the team is handling
leads well to “knowing” how they perform. It's not about dashboards and reports; it's about getting a text
alert with a 90-second audio summary when a lead is mishandled so the sale can be saved before that
customer calls a competitor.

Cameron O'Hagan is vice president of metrics & analytics at Pied Piper Management Company, LLC.

Share this Feature

S ol:] |o]e

el rMETROPIC
CAFE ADVANTAGE

ELTER TR B LT el

F .
74°F
P, B @ Scarch L



