
The Gen Z Phone Gap & Why it is Costing You 
Millions in Lost Revenue
B2B sales has always been built on conversation. From cold calls to relationship management, voice-driven interactions have 

long been the bridge between prospects and revenue. Yet, a new challenge has emerged: Gen Z, now entering the workforce in 

full force, is failing to use the phone.
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The Cost of a Silent Generation

Gen Z's avoidance of phone conversations in outbound sales leads to longer sales cycles, lower conversion rates, and 

significant revenue leakage. AI-powered automation can upskill Gen Z, benefiting both employees and employers.

For companies that rely on outbound sales, account management, and consultative selling, the shift away from voice is more 

than a cultural quirk4it's a financial liability. The avoidance of phone conversations leads to longer sales cycles, lower 

conversion rates, and significant revenue leakage.

This whitepaper explores the depth of the problem using a Fears, Fascinations, and Opportunities framework and examines 

how AI-powered automation + human labor arbitrage can upskill Gen Z, benefiting both employees and employers. 

ConnectAndSell, Inc. provides the antidote: a platform that eliminates the friction of outbound phone calls, ensuring 

businesses recover the revenue lost to Gen Z's phone aversion while simultaneously creating a workforce advantage.
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The Fears: The Revenue Leakage of a Silent 
Generation

Gen Z's discomfort with phone calls leads to significant revenue leakage due to longer sales cycles and lower conversion 

rates. Inefficient communication, including the avoidance of phone use, results in failed projects and lost sales, costing 

companies thousands per employee annually.

Gen Z's Reluctance to Use the Phone

50% of Gen Z professionals admit discomfort with making business phone calls, and only 14% say calls are their 

preferred communication method (Robert Walters, 2024).

Almost 25% of Gen Z have never made or received a business call. Among those who do, 61% prefer to respond via text 

rather than answer in real time (Uswitch Survey, 2024 via Sky News).

"Phone anxiety" is a recognized issue, with Gen Z describing phone calls as intrusive, high-pressure, and stressful 

(Psychology Today, 2024).

The Cost of Avoiding the Phone in B2B Sales

74% of Millennial & Gen Z B2B buyers avoid sales calls and cold outreach (Digital Commerce 360, 2024). This means that 

traditional outbound tactics struggle to gain traction with younger buyers.

Poor communication4particularly the lack of phone use4has been directly tied to failed projects (44%) and lost sales 

(18%) (The Economist Intelligence Unit, 2024).

Companies lose an estimated $26,000 per employee per year due to communication inefficiencies, including delayed 

responses and avoidable misalignment (Integrity Solutions, 2019).

40% of the work week is lost to inefficient communication, and much of this stems from protracted email chains that a 

single phone call could resolve (Integrity Solutions, 2019).
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The Fascinations: Why Companies Can't Ignore 
This Shift

Gen Z's increasing presence in the workforce necessitates adapting sales strategies to their communication preferences. 

While they value efficiency through asynchronous methods, real-time conversations remain crucial for higher conversion 

rates and building trust. The "silent inbox" problem highlights the continued importance of phone calls in B2B sales.

The Changing Workforce and Communication Preferences

The sales workforce is undergoing a generational shift. By 2025, 27% of the global workforce will be Gen Z, meaning their 

preferences will have an outsized influence on business communication norms. Sales leaders must either adapt their training 

and enablement strategies or accept worsening conversion rates.

Gen Z values efficiency4but not necessarily effectiveness. They prefer asynchronous communication (email, Slack, text) 

because it feels faster, yet studies show real-time conversations shorten sales cycles and build trust (McKinsey, 2024).

The "silent inbox" problem. When outreach is predominantly digital, prospects receive an overwhelming volume of 

messages. Cold emails convert at just 1%, while live phone conversations convert at 10320%, proving the phone remains 

critical in high-value sales (Gartner, 2024).
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The Rise of AI + Human Labor Arbitrage

AI is automating low-value communication tasks, but the highest-performing sales organizations are combining AI with 

human interaction, redesigning phone calls for increased productivity and labor arbitrage gains.

While AI is increasingly used to automate low-value communication tasks, the highest-performing sales organizations are 

combining AI with human-led interactions. Phone calls are not dead; they are being redesigned.

AI + Human Upskilling: AI-powered platforms like ConnectAndSell blend automation (AI-driven call scheduling, real-

time conversation coaching, predictive analytics) with human sales skills. This hybrid approach ensures Gen Z reps can 

lean on AI while developing confidence in live conversations.

Labor Arbitrage and Productivity Gains:

The cost of an SDR in the US: $85,000/year OTE

The cost of AI-assisted dialing & coaching: $12,000/year per seat

Net labor arbitrage gain per SDR: $73,000 in increased sales productivity

For a 100-person sales team, that's $7.3M in recovered efficiency per year.
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The Opportunities: AI + Human Sales 
Enablement as the Solution

AI and human collaboration in sales enablement offers significant opportunities. AI-assisted training and coaching 

enhances Gen Z's phone skills, leading to higher revenue and conversion rates, and shorter sales cycles. Embracing AI-

powered outbound strategies provides a competitive edge.

Training & Upskilling Gen Z to Leverage the Phone

AI-Assisted Training Modules: AI-driven sales platforms provide real-time coaching, objection handling scripts, and live 

conversation support to help Gen Z reps build confidence.

Phone-First Career Development: Companies investing in structured call coaching see 2.5x higher revenue per rep 

compared to those relying only on email (Sales Benchmark Index, 2024).

Overcoming "Phone Anxiety" with Safe Practice: ConnectAndSell's AI-driven parallel dialing removes the hesitation 

barrier by automating call navigation, letting Gen Z reps focus on the conversation instead of the mechanics of dialing.

The Competitive Edge for Companies that Embrace AI-
Powered Outbound

Companies leveraging AI-assisted outbound calling see 437x higher conversion rates than those relying solely on digital-

first methods (Forrester, 2024).

AI-assisted phone conversations reduce sales cycle length by 35350%, meaning companies can scale revenue without 

increasing headcount (McKinsey, 2024).

Reps using AI + human coaching outperform peers by 300% in total revenue contribution (Salesforce, 2024).
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How ConnectAndSell Bridges the Gap

ConnectAndSell's technology bridges the Gen Z phone gap by automating dialing, reducing rejection anxiety, enhancing 

call effectiveness with AI, and ensuring omnichannel alignment, helping businesses reclaim lost revenue.

ConnectAndSell's technology ensures that companies don't have to suffer from the communication gap created by Gen Z's 

reluctance to use the phone. Our solution removes friction from phone-based sales by:

Automating Dialing: Eliminating manual call reluctance and wasted time, ensuring reps have live conversations 

effortlessly.

1.

AI + Human dial navigation: Ensures your sellers spend time in conversations with their intended prospects, rather than 

wasting effort and increasing anxiety in phone trees and IVR's.

2.

Reducing Rejection Anxiety: Instead of making multiple dials, reps are connected only when a prospect answers, easing 

the emotional barrier.

3.

Enhancing Call Effectiveness: Real-time coaching, call tracking, and AI-assisted insights help inexperienced reps refine 

their approach and confidence.

4.

Ensuring Omnichannel Alignment: Integrates conversations on demand seamlessly with digital channels, allowing Gen Z 

reps to transition seamlessly between methods.

5.

With ConnectAndSell, businesses are not just solving the Gen Z phone problem4they are reclaiming revenue that would 

otherwise be lost to inefficiencies.

https://gamma.app/?utm_source=made-with-gamma


Conclusion: A $100 Billion Opportunity for 
Those Who Adapt

The reluctance of Gen Z to use the phone is not just a minor shift in communication habits4it is a fundamental business risk 

for any B2B sales organization. Lost opportunities, stalled deals, and ineffective outreach are already costing businesses 

billions annually.

But this is a solvable problem.

Companies that blend AI-driven outbound automation with human-led sales calls will outpace their competitors, upskill their 

workforce, and capture the next $100B in B2B revenue growth.

In a world where fewer reps are picking up the phone, ConnectAndSell ensures your business still gets through.
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