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From Conversations � 
to Conversions: How small �

businesses can market smarter
Uncover the real drivers behind leads, appointments, and sales in  
�your industry based on insights from 1.1 million analyzed conversations

Every business dreams of growth, but few have the clarity 

they need to fuel it. Limited budgets, resource constraints, 

and the complexity of multiple channels make it hard to 

identify what’s working or not with your marketing. 

Meanwhile, conversations with leads and customers are 

�rich with marketing insights but have traditionally been 

difficult to tap into.



Unlocking the insights hidden within your conversations 

�and marketing data is key to revealing what truly drives 

leads, appointments, and sales. By pinpointing which 

channels work best, you can optimize marketing spend, 

boost customer acquisition, and fuel profitability.


However, what works for one business or industry may  

not work for another.

CallRail connects 220,000+ businesses with hundreds of 

millions of leads each year. We help them attract more 

leads and convert them into customers by elevating their 

marketing strategies and enhancing the customer 

experience. We analyzed 1.1 million conversations across 

seven key industries–automotive, financial services, 

healthcare, home services, legal, real estate, and real 

estate investment–taking care to protect privacy through 

de-identification and aggregation. Now, we're excited to 

share these valuable insights with you.


You can use the insights from this report to help you assess 

and benchmark your business’s performance within your 

industry, uncover what channels and keywords are likely to 

be top-performing, and use these insights to make data-

driven decisions to fuel future marketing success and 

business growth.

Success lies in tailoring your approach 

to your audience and sector.
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Across all industries, the top three sources driving prospects to call businesses are:

Top channels driving conversations across industries

These three channels dominate across all seven industries, highlighting the critical role of paid � 

and organic search strategies, as well as local search optimization, in driving inbound conversations.

To make data-driven decisions about marketing spend, it’s important to understand the primary sources 

driving conversations with your business. By evaluating where your calls are coming from, you can better 

allocate your marketing budget to the most effective channels to increase the likelihood of attracting a 

higher volume of qualified leads that can drive business growth.



Below is an in-depth analysis of conversation volumes by key sources across all seven industries, helping 

you identify the most impactful channels overall and within your specific sector. Use this data to assess 

how your marketing efforts stack up and refine your strategy for greater success.

How does your business compare?
Key channels driving conversations:
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These findings highlight the importance of aligning your marketing strategy with the performance of  

�key channels in your industry. Whether focusing on paid search, organic traffic, or local visibility, 

understanding which channels drive conversations in your sector is key to improving lead generation  

and maximizing marketing ROI. By assessing your current performance against this data, you can identify 

gaps and opportunities to better allocate resources and refine your strategy for long-term growth.

Refine your marketing strategy

Google My 
Business

Google 
Ads

Organic 
Search

Direct 
Traffic

Other

Real Estate Industry


While Google Ads (24%) is the top 

channel, it is less dominant 

compared to other industries. 

Organic Search (23%) and Google � 

My Business (20%) are almost equally 

strong contributors. For this industry, 

diversification is key— focus on both 

organic and local search alongside 

paid efforts to capture leads across 

multiple channels.

Real Estate Investment


While paid search is critical, Google 

Ads shines with 40%, Direct Traffic, 

which came in third with 13%, also 

plays a top role in driving 

conversations. This suggests the 

value of brand recognition and 

returning visitors in this sector.

Legal Industry



Paid search is the most effective 

channel in the legal industry, with 

Google Ads driving 43% of 

conversations. Google My Business 

(25%) and Organic Search (22%)  

also play important roles, making it 

crucial to invest in both paid ads and 

local search optimization to capture 

leads across multiple channels.

Home Services



With Google Ads (42%) leading by  

a significant margin, it’s clear that 

investment in paid ads is a great  

way to reach potential customers.


Financial Industry



Financial services businesses 

heavily rely on paid search, with 

Google Ads driving nearly half of  

all conversations (47%). If you’re  

not leveraging this channel in your 

strategy, you should consider it. 

Healthcare Industry



Paid search is the most effective 

driver of conversations in 

healthcare. Google Ads leads with 

34% of conversations, but Organic 

Search (25%) and Google My 

Business (25%) also play significant 

roles. A well-rounded approach that 

includes paid ads, SEO, a strong 

search presence, and local search 

optimization is essential for 

maximizing inbound inquiries.

Automotive Industry



Google My Business leads the � 

way, with 37% of calls in the 

�industry coming from this channel, 

underscoring that local visibility  

�is crucial and the importance of 

optimizing your Google My Business 

profile to drive local inquiries.


When broken down by industry, the top three channels remain consistent, but the most effective channel 

varies by sector. Understanding which channels work best for your industry can help you fine-tune your 

marketing approach and optimize your marketing spend.

How your business measures up?
Conversation volume by industry:
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Healthcare has the highest missed call rate

Missed calls can have a major impact on your bottom line, as every 

 unanswered call represents a potential lost lead. Studies show that � 

up to 85% of customers whose calls go unanswered will not call back, � 

often opting to reach out to a competitor instead. 

Out of the four industries we examined for missed calls, Healthcare � 

has the highest missed call rate at 32%, followed by Legal at 28%,  

�Home Services at 14%, and Real Estate � 

at 9%. Missed calls can be costly, directly  

impacting businesses in industries � 

where phone calls generate leads.

There are a range of strategies you can deploy to ensure missed calls don’t turn into missed leads, and 

CallRail allows you to easily set this up. With tools like automated responses and advanced call flows, 

you can easily set up systems that follow up with customers automatically when your team is 

unavailable, giving your business a chance to capture leads even when you can't answer the phone.

Missed calls are inevitable, but missed opportunities don’t have to be. By leveraging CallRail’s 

automated response systems and advanced call routing, you can significantly reduce lost leads. 

�Whether through immediate follow-ups via text or intelligent call flows that route calls more effectively, 

automating your missed call strategy ensures your business remains responsive, competitive, and 

optimized for capturing every lead.

Automated Response 



When a call is missed, CallRail can send an immediate automated text 

message to the caller, acknowledging the missed call and letting them 

know someone will be in touch shortly. Maintaining the connection 

reassures the caller that their inquiry is important, and can stop the 

lead from moving on to the next business on their list.

Call Routing 



Another powerful tool CallRail offers is the ability to create intelligent 

call routing systems that direct calls to the right department or 

individual based on the caller’s input or location. Ensuring your team 

handles calls more efficiently minimizes lost sales.

Advanced Call Flows



CallRail's advanced call flow feature allows you to customize how calls are 

routed based on availability. If your team is busy or on another line, calls can 

�be automatically routed to another team member or location, reducing missed 

calls. You can also set up a voicemail-to-email feature, where voicemails are 

transcribed and sent to your inbox for quick follow-up.

Don’t let missed calls become  
�missed opportunities


Strategies to deploy if you’re missing calls

Real Estate
9%

Home Services
14%

Legal Industry
28%

Healthcare Industry
32%
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Channels driving the most qualified leads

23%

Google Ads

15%

Understanding which channels drive the highest number of qualified leads and sales appointments  

�is essential for marketers to optimize their strategies and improve ROI. Qualified leads are often 

identified by factors such as call duration, specific inquiries, or high-interest actions like scheduling � 

an appointment, while a qualified sales appointment indicates a prospect ready to engage directly � 

with a sales representative or service provider.

These findings highlight the importance of aligning your marketing strategy with the performance of � 

key channels in your industry. Whether focusing on paid search, organic traffic, or local visibility, 

understanding which channels drive conversations in your sector is key to improving lead generation  

and maximizing marketing ROI. By assessing your current performance against this data, you can identify 

gaps and opportunities to better allocate resources and refine your strategy for long-term growth.


Identifying high-performing channels enables 

businesses to invest resources where they are 

�most likely to yield conversions, providing a 

roadmap to maximize lead generation efficiency. 

Leveraging this data allows companies to 

�effectively allocate budgets, refine messaging, 

�and tailor follow-up actions to each channel's 

unique characteristics.

When examined by industry, the top sources for 

qualified leads reveal nuances in each sector: 

Identifying high-performing channels enables 

businesses to invest resources where they are most 

likely to yield conversions, providing a roadmap to 

maximize lead generation efficiency. Leveraging this 

data allows companies to effectively allocate 

budgets, refine messaging, and tailor follow-up 

actions to each channel's unique characteristics.

Marketing channels driving qualified leads 
�and sales appointments
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Sources delivering the highest percentage 

of qualified leads from calls

By industry, the channels with the highest lead qualification rates are:

Calls classified as qualified leads 

are, on average, 1.3 times longer 


than non-qualified calls
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Beyond the volume of qualified leads, the rate of lead qualification from 

specific channels provides valuable insight into which channels actually 

deliver the highest ROI on qualified leads, such as 

and

As shown in the chart below, the channels driving the highest rate of 

qualified leads are different than the channels driving the greatest 

number of qualified leads. Investing in Organic Social, which drives the 

highest rate of qualified leads, and is ranked the second-highest channel 

for driving overall leads, could be a wise strategy for most businesses.

Organic Search, Paid 

Search,  Social Ads.



The high qualification rates in Organic Social and 

Social Ads indicate the power of personalized  

and engaging social content to attract interested 

and informed prospects. Additionally, Website 

channels in the Auto and Real Estate Investment 

industries show particularly strong qualification 

rates, suggesting that a well-optimized website 

can be an essential tool for converting web traffic 

into qualified leads.

Furthermore, our data shows that calls classified as qualified leads are, on average, 30% longer than 

non-qualified calls, likely reflecting more in-depth discussions and stronger buying intent.

Real Estate 
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Real Estate

Industry

Legal
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Healthcare

Industry

Financial

Services

Automotive 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Channels driving the most sales appointments

GOOGLE MY BUSINESS

32%
ORGANIC SEARCH

18%
OTHERGOOGLE ADS

36%
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For businesses seeking to convert leads into tangible sales 

opportunities, understanding which channels drive the most 

sales appointments is equally critical. The leading channels 

driving sales appointments across all industries are: 


Google Ads continues to dominate in sales appointments across all industries, highlighting its utility in 

capturing high-intent searches that translate into direct sales conversations. Google My Business also 

remains a powerful channel, especially for industries with a local focus, such as healthcare and home 

services, where proximity and immediate access influence customer decision-making.



Analyzing which channels generate the most qualified leads and sales appointments for your business 

allows you to make informed decisions about where to invest your marketing budget. Adopting a data-

driven approach maximizes returns, fosters deeper customer engagement, and helps marketers tailor 

strategies to each channel.

In addition to overall performance, each industry � 

has its top channels for generating sales appointments:


Real Estate 

Investment

Real Estate

Industry

Legal

Industry

Home Services 
Industry

Healthcare

Industry

Financial

Services

Automotive 
Industry

Google My 
Business

Google  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Uncovering hidden insights in your data

How customers really 
find �your business

Top self-reported attribution channels by industry
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Top Self-Report Channels by Top Three Industries

Traditional marketing attribution, like call tracking, is great at identifying specific customer interactions, 

but is often limited in capturing the full attribution journey. Channels like personal referrals, returning 

customers, and offline touchpoints can easily be overlooked. That’s where AI-powered, patent-pending 

self-reported attribution offers a powerful solution. Whether you ask customers and leads directly, or 

insights are offered, CallRail can uncover hidden patterns to give you a more comprehensive view of the 

customer journey.



Self-reported attribution is the one-two punch that helps you understand how multiple channels 

influence new leads and returning customers. Your marketing channels engage new prospects and serve 

as key touchpoints for loyal, returning customers, providing a complete perspective on how all 

interactions shape customer relationships.

As reflected in the chart below, we examined the industries with the highest percentage of self-reports 

and identified the top 3 self-reported attribution channels: 

 Identifying where customers most frequently attribute their interactions enables 

businesses to gain insights into the channels driving engagement within specific sectors.

Return Customer, Online Search, and 

Personal Referral.

While channels like Google Ads, Organic Search, 

�and Google My Business are driving calls and 

leads, self-reported attribution adds depth to the 

data. �For example, as the data shows, across all 

industries, 38% of customers are returning 

customers, proving that marketing isn’t just 

attracting new leads but also retaining loyal 

customers. 



WebsiteGoogle 
�Ads

Paid 
Search

Google My 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Organic 
Search

Direct 
Traffic

Main Business 
Line
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Social 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Fill in the gaps with self-reported attribution

Self-reported attribution by industry
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AI-powered self-reported attribution, which is only available from CallRail bridges the gap between 

online and offline channels. It helps capture not only first-touch interactions, like Google Ads, but also 

often-overlooked sources, such as personal referrals and returning customers. In fact, 54% of Google My 

Business calls come from repeat customers, many of whom treat Google My Business like a digital 

business card—finding and contacting your business without saving your information. This underscores 

the importance of balancing customer acquisition with retention.

Self-reported attribution offers valuable insights into how different industries capture and retain 

customers. Unlike traditional "ask and learn" methods, AI-powered, patent-pending self-reported 

attribution detects and reports on customer touchpoints automatically, uncovering patterns that 

traditional methods might miss. This data shows that combining digital strategies with personal 

referrals, and even direct mail, can provide a more complete view of the customer journey.


The hidden power of personal referrals

15%
About 15% of customers self-report finding a business through 

word-of-mouth. With CallRail’s AI-powered self-reported 

attribution feature, you can automatically track every time a 

customer mentions a referral source, whether you asked or 

not, allowing you to fully understand their journey. See below 

to discover if your industry relies on word-of-mouth and how 

to leverage this channel more strategically in your marketing.

Returning 
�Customers

Direct 
Mail

Personal� 
Referral

Online 
�Search

Returning 
�Customers

Direct 
Mail

Personal� 
Referral

Online 
�Search



10

Strengthen your digital presence  
�to amplify word-of-mouth referrals

For businesses relying on word of mouth, a strong� 

website, search presence, and social profile are 

�essential. Data shows that many calls and leads 

�come through these channels via friend or family 

�referrals, with return customers also using them  

�to stay connected or reconnect with your business.

Here’s how self-reported attribution trends break down across industries:�

� Returning customers are a major source of business in �Home  

Services, Legal, Healthcare, and Automotive, signaling  

�strong customer loyalty. Online search is a top driver for  

new �leads, especially in Automotive, Real Estate, Real  

Estate �Investment, and Financial Service�

� Personal referrals play a smaller but crucial role, � 

particularly in Real Estate Investment and Real Estate.�

� Direct mail is more impactful in Financial Services  

�and Real Estate Investment, though it has a limited role overall.

This lets you:�

� Identify the most influential touchpoints�

� Capture referral channels and returning customer behavio�

� Fine-tune your marketing to focus on the entire customer 

journey, not just the first or last touchpoints


Combining these tools provides a complete view of customer 

behavior, leading to smarter marketing strategies and, ultimately, 

better business outcomes.


Optimize for the full customer journey: � 
Are you maximizing each channel’s potential?


Understanding how all your channels interact—both online and offline— gives you a competitive edge. 

Combining AI-powered self-reported attribution and Call Tracking enhances the first interaction, and 

boosts long-term retention and loyalty.




Pay-per-click keyword strategy alignment

Top keywords by industry

To optimize your PPC campaigns, focus on keywords that reflect your target audience’s search 

behavior. Customers increasingly use intent-driven queries, such as location-specific terms like 

“near me” or industry-relevant keywords. For example, healthcare businesses benefit from 

terms like "dentist near me" or "mental health services in [city],“ while home services 

companies see results from queries like "plumbers near me" or "AC repair [city].“ Using these 

localized, relevant keywords improves visibility in search results and ensures your ads are seen 

by customers actively searching for your services.

Automotive Industr�
� Wheelchair accessible van�

� We buy junk cars�

� Sell my car�

� Mobile mechanic



Financial Services�
� Insurance�

� Lawsuit loans�

� Bridge financing real estate



Legal Industry�
� Personal injury lawyer�

� Immigration lawyer�

� Real estate lawyer�

� Criminal lawyer



Healthcare Industry�
� Dentist�

� Mental health�

� Weight loss

Home Services�
� Garage door repair�

� Roof repai�

� Junk removal�

� AC repair�

� Plumbers near me



Real Estate Investment�
� E-waste�

� Land for sale�

� Extended stay



Real Estate Industr�
� Searching for apartment�

� Senior or assisted livin�

� Searching for apartments  

near me [near X]
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Aligning your pay-per-click (PPC) keywords with customer interests is critical to driving high-quality 

traffic and maximizing the effectiveness of your marketing spend. Using the right keywords ensures  

your ads reach the right audience, increasing the likelihood of conversions, whether it’s for leads, 

appointments, or sales.

Connecting keywords � 
with customer intent



How to optimize PPC keyword strategies with call insights

Insights into high-performing keywords
Based on data from various industries, we found many common trends in effective keywords. For example:
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“Near Me” Searches



Industry-Specific Searches



Financial Services, Real Estate, and Real Estate Investment



Across industries like real estate, legal, home services, and automotive, customers use  

location-based searches such as "lawyers near me" and "plumbers near me" to find local services.



In legal and home services, terms like "garage door repair" or "personal injury lawyer" drive traffic.  

In healthcare, high-performing keywords include "mental health,“ "weight loss,“ and "dentist.“



Niche keywords like "bridge financing" and "lawsuit loans" are common in financial services,  

while real estate sees popular searches like "land for sale" and "senior or assisted living.“

Use call insights to refine keyword targeting: Identify keywords that drive 

valuable interactions. For example, if customers frequently use phrases like 

“emergency AC repair [city]” in conversations, incorporate these into your 

keyword strategy. Review call transcripts or use keyword spotting to identify 

keywords used in conversations, and allocate more budget to those 

keywords for better ROI.

Focus on localized keywords: Incorporate location-specific terms, like “near 

me” or city-based queries, to attract local customers and boost conversion 

rates. Examples include “plumbers near me” or “personal injury lawyer [city].”

Segment keywords by intent based on conversations: Keywords that reflect 

specific customer needs, like “sell my car” or “immigration lawyer,” attract 

leads ready to take action, improving conversion rates.

Monitor trends and adapt: Keep your keyword strategy current by tracking 

evolving customer behavior and trends. For instance, "e-waste disposal"  

has gained relevance in real estate investment.

Use negative keywords: Filter out irrelevant traffic by adding negative 

keywords to your campaign. For example, a personal injury lawyer might 

exclude unrelated legal services to avoid wasted ad spend.

Align your PPC strategy with customer intent by leveraging high-intent � 

and localized keywords: Refine keyword targeting with call insights, adapt�  

to customer behavior changes and using negative keywords to enhance 

budget efficiency.



Drive conversions with sentiment-driven strategies
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Positive sentiment channels
Website


Website-originated calls often 

show high satisfaction, likely 

because customers are  

well-informed before calling.

Main Business Line


Familiarity with the business 

likely leads to more positive 

conversations.


Organic Social


Social media-driven 

interactions foster a personal 

connection, likely resulting in 

positive sentiment.

For industries where Google Ads drives high call 
volumes, analyzing your own conversations with 

leads from Google Ads can reveal insights to 
improve customer conversations and sentiment.

Lower sentiment channels

Google Ads


Calls from paid search are more likely 

�to have neutral or negative sentiment, 

�likely because these customers may be 

�exploring options or reacting to 

�promotional messaging.

Uncover the power of call sentiment  
on conversions


Key insights from call sentiment analysis


Call sentiment—the emotional tone expressed by customers during calls—offers actionable insights into 

customer satisfaction and potential conversion opportunities. Positive, neutral, and negative 

sentiments provide clues about the quality of conversations and customer service, and how well 

marketing channels and service teams meet customer expectations. This directly impacts lead 

qualification, helps identify trends, and influences sales outcomes.


Sentiment scores vary by channel. Across all industries, our data showed three channels with positive 

sentiment scores above the mean, and one channel with sentiment scores below the mean. AI enhances 

call sentiment analysis by identifying tone through voice pitch, language, and conversational flow.


Understanding call sentiment enables businesses to quickly gauge how interactions went and identify 

areas for improvement in real-time. Sentiment insights allow teams to refine conversations or provide 

additional support where needed. If sentiment is low, it could signal that marketing messaging is 

unclear or that customer service agents may need additional coaching. By connecting insights from 

sentiment analysis to tools like CallRail’s Convert Assist for call coaching or our Conversation 

Intelligence for deeper insights, businesses can pinpoint issues and take corrective action. This 

proactive approach strengthens customer relationships, increases satisfaction, and optimizes 

conversions across all channels.



For channels with lower sentiment, like Google Ads, where many verticals see high call volumes, 

analyzing conversations enables businesses to improve customer engagement and sentiment. Without 

this type of analysis, businesses overlook crucial insights for improving conversations. AI-powered tools 

enable teams to dig into call recordings, summaries, and transcripts, uncovering the reasons behind 

sentiment and enabling adjustments for more positive interactions.

AI tools make it easy to:�

� Track customer satisfaction trends: Real-time data shows shifts in 

�customer sentiment.�

� Spot at-risk leads: Negative sentiment alerts teams to customers 

needing �extra attention.�

� Optimize customer interactions: Data-driven adjustments in service 

and marketing lead to more positive experiences.



Try CallRail for free

Ready to unlock growth with 
�powerful conversation insights?

See how CallRail can give you a full-spectrum view to optimize 
every channel and convert more leads efficiently.
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Unlock growth with actionable � 
conversation insights


Here are the top takeaways and recommendations:


Understanding the performance of your marketing channels is essential to driving growth and making 

the most of your marketing investments. CallRail’s Call Tracking and Conversation Intelligence® play a 

critical role in providing clarity on which channels drive the most qualified leads, appointments, and 

sales, empowering businesses to make data-driven decisions that optimize performance.

Disclaimer: This report is based on aggregated and deidentified data and is provided for informational purposes only. To ensure the privacy of our business customers and comply 
with applicable data protection regulations, the analysis and insights presented herein are derived solely from deidentified data, excluding any sensitive or protected information as 
defined by privacy laws and regulations such as GDPR, CCPA, and HIPAA. This report aims to provide a comprehensive overview of market trends without compromising individual 
privacy. Any reliance on the information presented in this report is at the user’s own risk, and we disclaim any liability for decisions made based on this report. 

Leveraging Call Tracking and AI-powered Premium Conversation Intelligence enables businesses to 

unlock the hidden value in customer interactions and turn those insights into actionable strategies. 

Track calls to measure marketing channel performance:

Leverage AI-powered insights to optimize strategies:

Use tools like Convert Assist to convert leads quickly and effectively:

 Call Tracking 

is key to understand which marketing channels drive the most 

meaningful conversations and leads. By tracking where your calls 

originate—whether it's from Google Ads, Google My Business, organic 

search, or other sources—you can better allocate your marketing budget 

and focus your efforts on the highest-performing channels.



 Tools like Call 

Tracking, Premium Conversation Intelligence™, and Convert Assist use  

AI to unlock deeper insights from customer interactions. By analyzing call 

data, sentiment, and keywords, your business can refine its marketing 

strategies to align with customer behavior and needs, ensuring you’re 

focusing on the most impactful areas for lead generation and conversion.



 

While AI helps uncover insights from customer conversations, tools like 

Convert Assist take it a step further by generating next steps, follow-up 

messaging, and coaching feedback so that businesses can act on these 

insights faster and increase conversions.

https://www.callrail.com/call-tracking
https://www.callrail.com/conversation-intelligence
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