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NEW ORLEANS, LA, UNITED STATES,

October 9, 2026 /EINPresswire.com/ --

Artificial intelligence is changing how

businesses manage incoming

telephone calls by introducing systems

capable of interpreting spoken

requests and routing callers according

to the purpose of the conversation.

Known as intent-based call routing, this

technology uses natural language

processing and automated decision-

making to identify caller needs and

determine appropriate destinations.

Rhino Precision Marketing, a New

Orleans-based artificial intelligence marketing automation company, is examining how intent-

based routing can influence business communications, customer service operations, and

telephone management procedures.

Traditional phone menus

require callers to

understand how a business

has organized its

departments”

Brett Thomas

Traditional automated telephone systems typically require

callers to navigate predetermined menus. These systems

commonly direct callers to press numbered options for

sales, billing, technical support, or other departments.

AI-powered telephone systems introduce an alternative

approach by allowing callers to describe the reason for a

call using conversational language.

According to Brett Thomas, owner of Rhino Precision Marketing in New Orleans, Louisiana,

intent-based routing represents a change in how automated telephone systems interpret

incoming communication.

“Traditional phone menus require callers to understand how a business has organized its
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departments,” Thomas said. “Intent-based routing approaches the conversation differently. The

system attempts to understand the reason for the call and determine where that request should

be directed.”

Understanding Customer Intent Through Natural Language Processing

Intent-based call routing relies on technologies that analyze spoken language and identify the

underlying purpose of a caller's request.

Automatic speech recognition converts spoken statements into text or another processable

representation. Natural language understanding models then evaluate the request to identify

relevant subjects, keywords, and contextual information.

For example, a caller contacting an automotive repair facility might explain that a vehicle is

making an unusual noise and needs an inspection.

An AI telephone system configured to recognize appointment-related requests may classify the

conversation as a service scheduling inquiry.

Another caller requesting information about an outstanding invoice may be directed toward

billing assistance.

These classifications depend on system configuration, available training information, and the

clarity of the caller's statements.

AI systems can also encounter difficulty interpreting background noise, unfamiliar terminology,

regional accents, or requests involving multiple subjects.

Routing Calls According to Business Operations

Once a caller's intent has been identified, the telephone system can apply routing rules

established by the business.

These rules may direct calls to specific employees, departments, telephone extensions,

scheduling systems, or automated workflows.

A medical office, for example, might distinguish between appointment scheduling, billing

inquiries, prescription-related administrative requests, and calls requiring immediate human

attention.

A construction company could establish separate routing procedures for project estimates,

existing customer questions, subcontractor communications, and active jobsite concerns.



Some systems can incorporate business hours, employee availability, or previously collected

caller information when determining a destination.

However, routing capabilities vary according to the software platform, telephone infrastructure,

and integrations available within a particular organization.

Reducing Repetitive Call Transfers

One operational consideration involves the number of times a caller must be transferred before

reaching an appropriate department.

Traditional phone menus may require several selections before connecting a caller with the

correct individual.

When the initial selection does not accurately reflect the reason for the call, additional transfers

may become necessary.

Intent-based systems attempt to reduce unnecessary routing steps by evaluating the original

request.

Thomas noted that the effectiveness of these systems depends on clearly defined operational

procedures.

“Artificial intelligence can identify patterns in caller requests, but the business still needs to

establish what happens after the request is identified,” Thomas said. “Accurate routing requires

defined departments, appropriate escalation procedures, and a process for handling

conversations the system cannot confidently classify.”

Integrating Telephone Systems With Business Software

Certain AI telephone platforms can exchange information with customer relationship

management systems, appointment scheduling software, and other business applications.

These integrations may allow authorized systems to identify existing customer records,

document call categories, or initiate administrative workflows.

For example, a service company may configure its telephone system to recognize a request for

an appointment and transfer the conversation to an available scheduling representative.

Other configurations may allow automated scheduling when supported by connected software.

Integration requirements vary, and organizations must consider authentication, access

permissions, and the accuracy of information exchanged between systems.



Addressing Privacy and Information Security

AI telephone systems may process personal information, including names, telephone numbers,

appointment details, and descriptions of customer concerns.

Businesses implementing these technologies must evaluate how information is collected,

transmitted, retained, and accessed.

Depending on the industry and jurisdiction, additional requirements may apply to call recording,

customer consent, healthcare information, and other sensitive communications.

Organizations should also establish procedures for preventing unauthorized disclosure and

directing sensitive requests to qualified personnel.

Intent-based routing does not eliminate the need for human oversight, particularly when

conversations involve emergencies, disputed information, or circumstances requiring

professional judgment.

Maintaining Human Assistance Within Automated Systems

Although AI can automate portions of telephone management, human involvement remains

important.

Callers may describe unusual situations, provide incomplete information, or request assistance

beyond the capabilities of an automated system.

A properly configured routing process should include procedures for transferring such

conversations to appropriate personnel.

Businesses may also establish confidence thresholds that determine when an AI system should

request clarification rather than make an immediate routing decision.

These safeguards can help address classification errors and reduce the likelihood of calls being

directed incorrectly.

“Automation should support the communication process rather than create another obstacle

between a caller and the business,” Thomas said. “When a request cannot be interpreted

accurately, the system needs a practical method for involving a person who can address the

situation.”

The Continuing Development of Business Telephone Automation

Intent-based routing reflects a broader development in business communications as artificial



intelligence becomes integrated into administrative and customer service functions.

Future applications may incorporate additional contextual information, multilingual processing,

and more detailed connections between telephone systems and business software.

However, successful implementation remains dependent on accurate information, defined

procedures, appropriate security controls, and ongoing evaluation of system performance.

As organizations examine AI-powered communication technologies, understanding the

relationship between automated interpretation and established business processes will remain

an important consideration.
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