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Count the Tabs Open on One Person’s Screen
Watch someone in your business deal with a single enquiry from first ring to booked job.

Count the applications they touch.

Count the tools one enquiry touches. Four to nine is normal, the switching cost is real, and nobody

manages it because nobody invoices for it. A modern voice platform absorbs a specific set of those

tools: answering, queueing and routing, the customer record, follow-ups created from calls,

appointment booking into your existing diary, video and audio meeting rooms, two-way SMS, and

the reporting across all of it. The reason those particular jobs consolidated is that they all run on the

same three facts, who contacted us, what about, what happens next, and those facts are created on

the call. Four things should stay outside: deal pipelines, quoting and invoicing, marketing

automation and real project management. They are built on different data and a platform that

swallows them does all four badly.

The short version

The job What it looks like on the platform What it commonly replaces

Answering AI phone agents with natural Australian voices, answering

around the clock, booking, qualifying, routing, and

handing to a human the moment anyone asks

An after-hours answering service

billed per call, or voicemail plus

hope

Routing and

queues

Smart queues with seven ring strategies, a visual menu

builder, time conditions for after hours and public

holidays, call parking, forwarding and follow-me,

presence, do not disturb

A separate contact centre

licence, or nothing at all and a lot

of shouting across the office

The

customer

record

Call history, recordings, transcripts and summaries

written automatically against the customer, pushed into

your CRM, with click-to-call back the other way

The notes document, the pad by

the phone, and a CRM nobody

updates

Follow-ups Missed-call text-backs within seconds, voicemail to

email, tasks created from call outcomes, callback lists

from abandoned queue calls

Sticky notes, and a task app half

the team has stopped opening

Bookings Reading live availability, respecting your rules, writing

into the calendar the team already uses, confirming by

SMS immediately

Phone tag, a booking widget, or a

receptionist doing data entry

Meetings Untimed HD video rooms for up to 30, one-on-one video,

password-protected audio bridges, one-click screen

sharing, browser joining with no download

A standalone conferencing

subscription, usually a paid tier

bought to escape a timer

Messaging Two-way business SMS from the business number,

threaded against the customer and visible to the team, in

the same queue as the calls

The office mobile in somebody's

pocket, plus a separate bulk SMS

tool

Reporting One dataset covering all of the above, volumes, answer

rates, speed of answer, abandonment by hour, outcomes,

bookings by source

Four dashboards that disagree,

and a spreadsheet reconciling

them
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Also worth knowing

Leave it where it is Why What the platform should do instead

Deal pipeline

and forecasting

A pipeline models stage, probability and value

over time. That is a different object from a history

of conversations, no matter how similar they look

on a dashboard

Feed it. Calls, transcripts, outcomes

and follow-ups into the CRM so the

pipeline rests on activity rather than

optimism

Quoting,

invoicing,

payments

Tax treatment, payment terms, reconciliation and

an audit trail belong in accounting software and

are not worth reinventing

Integrate. Click-to-call from the

invoice, call context on the customer,

no re-keying between the two

Marketing

automation

Segmentation, campaign design, attribution and

sequencing is a whole discipline with its own

tooling and its own specialists

Supply the channel and the data.

SMS delivery, call outcomes, source

tracking, not the campaign builder

Project

management

Dependencies, resourcing and sprint boards are

not follow-ups with a due date, however alike they

appear from a distance

Create tasks into the tool the team

already uses, then stop

And one more that is genuinely dangerous

Nobody can answer basic questions about your own customer contact. How many enquiries did we get last

month, how many did we answer, how many turned into jobs? In a fragmented stack that data exists in four

places with four definitions, so the honest answer is a guess dressed up as a number, and decisions get made

on it.

Questions the full guide answers

How many software tools does a typical business use to handle one customer enquiry?

What does an all-in-one cloud phone platform actually include?

Should a phone platform replace my CRM, accounting or project management software?

In what order should I consolidate my business software?

What is the risk in consolidating onto one platform?

How do I work out what consolidating is worth to my business?

Do I still need a separate video conferencing subscription?

This is the summary. The guide has the detail.

Every point above is worked through in full on our site, with the Australian context, the numbers and the

exceptions. If you would rather talk it through, call 1300 663 222 or visit vocphone.com/about/contact-us.
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