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AI does a good job of improving customer experience, but we can't forget the human

agents either, who have been helping businesses improve customer experience for a

long time and continue to do so.

When a customer has normal questions to ask, like checking balance, order status, daily
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routine question, then they don't need to talk to a human agent. But when the question is

complex — like a customer asking for a discount on some service, or has a payment or

account related issue, or a service-related issue, or any difficult case — then the

customer will want to talk to a real human agent who can understand them and give a

solution to their problem.

When we talk about AI and humans, the difference between the two becomes clear. AI

can handle multiple customers at the same time and give quick answers to their

questions. When it comes to complex questions, speaking politely with the customer,

and talking with understanding, human agents can help better. That's why the better

option is to combine AI + human agents, so that the customer gets a response according

to their need.

Let's find out where AI fits and where humans do, which agent is best for which industry,

and how both together can make customer experience even better.

Why Customer Service Needs Both AI and Human Support

Today's customer is very busy and wants a solution to their queries very quickly, but at

the same time, they also want to get the proper solution. That's why an AI agent

responds to customer calls speedily, but when the communication becomes complex,

only a human agent can handle it.

Explain why one approach alone may not be enough? My answer would be "no,"

because when both come together, calls will get answered quickly, and complex

questions will also be handled easily, without any problem.

Ready to Bring AI and Human Support Together?

Instant AI-powered answers Seamless human handoff

Better customer experience

Talk to Our Team
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What AI Agents Bring to the Customer Experience

AI virtual calling agents can handle multiple types of everyday conversations with

customers, and this ensures that whenever customers need help, they get it without any

human intervention. To make CX better, it can do the following tasks:

24/7 Call and Message Handling

AI calling agent handle routine customer calls and messaging that come in after

work hours.

Instant Responses

Customers don't have to wait for call waiting, hold, queue, and agent availability — they

get an instant answer to their call.

Handling Repetitive Customer Requests

Manage routine queries such as order status, account information, and basic service

requests — whose answer can be given in the same tone.

Lead Qualification

AI virtual receptionist asks the customer all relevant questions and collects them to find

out which leads are ready for sales follow-up.

Appointment Scheduling

Book, reschedule, or cancel appointments automatically and send the confirmation

message. Send instant reminders or follow up with customers after calls, enquiries,

or appointments.

Handle High Call Volume

When call volume suddenly increases due to festival season and ads, this AI can handle

all the calls without putting the calls in a queue.

Multilingual Communication

The AI sales calling agent can talk in the customer's preferred language, which makes

the conversation good and the customer experience better.
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Customer Information Collection

Before transferring the call to a human agent, it collects all the basic information of the

customer and then transfers it to the agent, so the customer doesn't have to explain

things from the start.

Where Human Agents Make the Biggest Difference

When it comes to building a better relationship with the customer, emotion, personal

attachment, and solving complex problems, human involvement becomes very important

there. Which is as follows:

Complex Customer Problems

Situations that are serious and need instant help, because a live agent can understand

those complex problems, provide a solution, and handle the situation.

Emotional Customer Situations

When a customer is frustrated, disappointed, or concerned, the agent instantly

understands their reaction and can talk to them with empathy and patience accordingly.

Valuable Customer

When a customer is high value for the business, they can expect personalized support

and direct communication with an experienced team member.

Technical Troubleshooting

When a technical issue arises, it may need detailed investigation, experience, and step-

by-step problem-solving, which only a technical human agent can solve.

Negotiations and Special Requests

Price negotiations, customized solutions, and exception cases often need flexibility and

human judgment.

Customer Issues and Escalations

When a customer is upset, hyper and their complaints are not being resolved, a real

human person can understand the situation and work towards a solution to handle it.



Important Sales Conversations

For high value leads and complex purchases, human agents can build trust, answer

detailed questions, handle objections, and move the conversation toward conversion.

How AI + Human Agents Work Together

When AI + Human Agents work together for a business, the work becomes easy and

light. Instead of replacing human agents, AI Voice agent can handle the first part of the

conversation and bring in a human when personal support is needed. This improves the

customer experience along with the business's growth.

AI Handles the Initial Conversation

When a customer conversation starts, it is first handled by AI, which answers customers'

daily routine questions and resolves the customer's query.

Understanding the Customer's Intent

It can easily understand the customer's intent — whether they want product information,

need help, want to book an appointment, or are interested in any services. This helps in

giving the conversation the right direction and providing the customer with instant help.

Simple Requests Are Resolved Automatically

Answering common questions, and repetitive tasks can be handled by AI agent without

involving a human agent. Because of this, the human support team can focus more on

handling complex situations that actually need human attention.

Complex Requests Are Transferred to the Right Human Agent

When AI cannot handle a complex situation, in that case it can transfer the call to the

human agent who can provide the customer with real-time and instant help.

Customer Context is Passed to the Human Agent

Before the handoff, Virtual AI agent can share relevant customer details, call recoding

and conversation context with the human agent. The agent can then continue the

conversation with a better understanding of the issue, so the customer does not have to

repeat everything.



What AI Can Handle in Business Communication
— and What Requires a Human Agent

TASK BEST SUITED WHY

Routine Queries AI No Wait Time

Repetitive Requests AI Fast, Consistent Answers

Lead Qualification AI Quickly Identifies Ready Leads

Appointment Scheduling AI Auto Book / Reschedule / Confirm

High Call Volume AI Handles Spikes Without Queue

Multilingual Support AI Talks in Customer's Language

Query Routing AI + Human AI Decides Handle or Transfer

Emotional Situations Human Needs Empathy and Patience

High-Value Customers Human Personalized Attention

Technical Troubleshooting Human Detailed Problem Solving

Negotiations Human Judgment and Flexibility

Info Collection Before Transfer AI + Human AI Preps, Human Solves

Escalations Human Real Person to Resolve

Virtual AI Agents Should Work as an Extra
Hand for Humans, not Take Their Place



AI virtual phone agent can play a crucial role in improving customer service, but along

with that, it can also free humans from routine-level tasks, giving them more time to

focus on complex, high-value work.

AI can give human agents complete and important information about conversations with

customers. It can create notes, book appointments, and handle reminders, SMS, mail,

follow-ups, qualified leads, and call summaries — doing all these tasks to help the agent.

This will increase the agent's efficiency.

AI can keep doing the tasks that are routine based, because final, sensitive, or complex

decisions still remain in the hands of humans, not AI. AI + Human together create a

stronger, more efficient customer experience than either alone. The goal is collaboration

between AI and humans, not competition or replacement.

A Customer's Journey: First AI Responds to the
Call, then a Human Agent Provides Support

The customer's experience with the AI + Human Agent customer support service should

feel like one continuous conversation, rather than two separate conversations. The AI

responds to the customer's call first — it understands the customer's need and intent

and provides answers to simple FAQs. The AI creates notes of the customer's entire call

journey. If the customer wants to talk to an agent, the AI hands over the complete

communication journey to the agent before transferring the call, so that the customer

doesn't have to explain anything from the beginning.

For Good Example:

When a customer calls an organization's virtual number or toll phone number for

support, service, billing or to make changes or add-ons, an AI voice agent handles the

customer call and starts answering the customer's questions. But if the AI answer

machine feels that the call needs to be transferred to a human agent, it routes the call to

that agent along with a call summary. The human agent gets the full context of the

conversation (call summery) and continues talking to the customer from where the AI

virtual receptionist left off. Because of this, the customer doesn't need to explain their

issue again.

Customer Journey flow for AI + Human

Customer Calls (Office Phone Number) → AI Answers Call → Understands Customer

https://www.thetelephony.co/virtual-phone-number


Intent → Handles Customer Request → Detects Need for Human Support → Routes to

Right Support Person → Agent Continues with Context and Solves the Issue

This is a better way for AI and humans to work together, as it gives customers instant

answers to their calls and results in a better overall experience for them.

The Future of Customer Experience Is AI
+ Human Collaboration, Not Replacement

Businesses think that AI and human support are two different parts. They believe it's

either fully automated everything or rely completely on humans. But the truth is, better

customer experience doesn't work that way — it works when both works together, not

by replacing one another.

Everyone knows AI is fast — it answers calls quickly, gives instant support, understands

customer intent, can talk in multiple languages, and solves problems without any delay.

But not every situation is the same. Some cases need human involvement, like finance,

banking, frustrated customers, negotiation points, and troubleshooting. In some cases,

AI hands over the entire call journey to a human agent, which makes a big difference.

This is what makes AI + Human collaboration powerful. The customer doesn't repeat

themselves, the agent doesn't start from zero, and the business gets both efficiency and

empathy. Even today, many people, according to estimates, prefer speaking directly to a

human agent to get their problem solved.

In the future, the business that brings AI and Human together will win. Because they'll

depend on AI agents for daily work, while human agents will do the work, they're

actually meant for — understanding real problems and solving them.

This Is Where The Telephony Co Comes In

The Telephony Co is an AI-powered unified communication platform that provides

businesses with AI voice bot solutions to handle their daily routine work. And whenever

a call needs a human touch, the system routes it to the right agent along with complete

context and a summary — so the customer never has to explain their issue again.

This lets AI and humans work together as one team, not as two separate systems. That's

what makes The Telephony Co's solution a practical, real-world example of the future of

customer experience — where technology handles the routine work, and people handle
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what truly matters.

Frequently asked questions

What is AI + Human collaboration in customer support?

It's when an AI voice agent handles simple, routine customer calls, and smoothly hands

over complex or sensitive issues to a human agent — without the customer having to

repeat anything.

Will AI replace human customer support agents?

No. AI handles fast, repetitive tasks, while humans focus on issues that need empathy,

judgment, or negotiation — like billing disputes or frustrated customers. Both work

together, not one replacing the other.

How does the AI know when to transfer a call to a human?

The AI understands the customer's intent during the call. If it senses the issue is

complex, sensitive, or something it can't fully resolve, it transfers the call to a human

agent along with a summary of the conversation.

Why is call context important during handoff?

Because it saves the customer's time and effort. Instead of explaining their problem all

over again, the human agent already knows what's happened so far and can continue

right from there.

How does The Telephony Co support this AI + Human model?

The Telephony Co's AI voice bot handles daily customer calls automatically, and when

human support is needed, it routes the call with full context to the right agent — making

the entire experience faster and smoother for the customer.
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