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CHAPTER ONE

Executive Summary

Health systems are being asked to serve more patients,
reduce costs, and deliver better experiences without the
budget or workforce to keep up. Patient access sits at the
center of all of it. Every appointment scheduled, every referral
converted, every bill paid flows through it. When patient
access works, health systems grow. When it breaks down,
everything suffers.

Al is rapidly becoming a practical solution across the
operational front door. Al agents can orchestrate high-
volume interactions, extend service capacity, and deliver
consistent patient experiences across channels — from
scheduling and intake to contact center support and ongoing
communications.

What this guide covers:

What Al agents are and how they differ from legacy
automation tools

Where Al agents deliver the greatest value across the patient
journey

The ROI case and how to build it internally

How to evaluate vendors and select a platform built for
healthcare, not adapted for it

The path to building a digital workforce of Al agents at
enterprise scale
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CHAPTER TWO

The Urgency: Why AI Adoption

Can’t Wait

Healthcare organizations are under unprecedented pressure
to deliver more access, better experiences, and lower costs —

simultaneously.

Patient demand continues to rise while staffing shortages
persist. Contact centers are overwhelmed. Patients expect
the same convenience they experience from digital-first

industries.

Meanwhile, every missed call, delayed appointment, or
fragmented interaction represents lost revenue and
deteriorating trust.

The Hidden Crisis
Up to 30-40% of patient calls go unanswered during peak

periods
Access delays drive patients to competitors

Manual workflows consume scarce staff time

Overtime and contract labor costs continue to rise

Al is no longer experimental technology, it is becoming core

operational infrastructure.
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CHAPTER THREE

What is Al in Healthcare?

Artificial intelligence refers to technologies that can understand language,
recognize patternsin complex data, and take action across systems
automatically and at scale. In healthcare, this means more than processing
information faster. It means systems that can hold natural conversations with
patients, complete interactions end-to-end, and work across operational
workflows without constant human intervention.

The distinction between clinical Al and operational Al matters. Clinical Al
supports diagnosis, imaging, and treatment decisions, and typically carries a
longer regulatory path. Operational Al automates scheduling, patient access,
contact center interactions, and outreach. For most health systems,
operational Al is faster to deploy, easier to govern, and delivers measurable
ROI more quickly.

Core Al Capabilities in Healthcare Operations

Natural language understanding (text and voice)
Al agents for patient interactions across voice,
digital, and human touchpoints

Workflow orchestration across systems
Automation of routine administrative tasks
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CHAPTER FOUR

What Are Al Agents (& Why They
Matter Now)

Unlike scripted chatbots or rule-based systems, Al agents understand context, reason through complex workflows, and complete tasks
end-to-end across multiple systems without human intervention at every step. They operate across every touchpoint in the patient
journey, from first contact to resolution, handling scheduling, billing, referrals, and pharmacy without requiring a human to complete the

work.
What Al Agents Can Do How Al Agents Work Across Channels
e Interpret patient intent using natural language e Resolve patient requests end-to-end across voice, chat, SMS, and digital
o Execute complex workflows automatically without handoffs or wait times
e Accessreal-time data from EHRs and other systems e Deliver 24/7 availability for scheduling, billing, referrals, and pharmacy
e Provide consistent responses across channels e Maintain full context and continuity when a patient moves between
o Operate continuously without fatigue channels or when escalation to a live agent is needed

e Surface consistent, accurate responses every time, regardless of volume

or time of day
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CHAPTER FIVE g

Specific Areas Where Al Can Drive
Value in Healthcare

Al delivers the greatest impact when applied to high-volume, repetitive, and time-sensitive interactions across the patient journey.

Patient Access Contact Center Automation Patient Communications
e Intelligent appointment scheduling and o Al agents resolving patient inquiries end-to- o Appointment reminders and confirmations
rescheduling end across voice, chat, and digital channels e Pre-visitinstructions
e Insurance verification and pre- e Intelligent routing and prioritization across e Care gap outreach
registration interaction types and channels e Medication and follow-up reminders
o Referral intake and management e 24]7 coverage across channels without e Post-discharge check-ins
o Automated patient intake and triage additional headcount
o \Waitlist management and slot ¢ Agent assist tools that surface patient context
optimization and workflow guidance for live agents in real
time
Result: Faster time to appointment and Result: Higher staff efficiency and improved Result: Reduced no-shows and improved care
improved provider utilization service levels adherence
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CHAPTER SIX

ROI: From Cost Center to Strategic Asset

Historically, patient access and contact centers have been viewed as operational cost centers. Al transforms them into
engines of revenue protection and growth.

Revenue Impact Experience Improvement
e Capture demand that would otherwise be lost e Immediate responses across channels
e Reduce patient leakage to competitors e Consistent service quality
e Improve downstream utilization of services e Personalized communication
o Accelerate time from request to care delivery e 24/7 availability

Cost Efficiency

e Lowerlabor cost perinteraction Driving Real Results

e Reduce overtime and agency staffing Every unanswered call or delayed response represents not just

e Minimize manual rework and errors dissatisfaction — but unrealized revenue. Health systems deploying Al
e Scale capacity without proportional hiring agents at scale are already seeing results: 40% cost reduction, a 35%

increase in call containment, and 5 hours per day returned to staff per

agent.
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CHAPTER SEVEN

Deployment Risks & How
to Avolid Them

Despite its promise, Al adoption carries real risks if not

implemented strateqically.

Common Pitfalls:

o Point solutions that create new silos

Limited or fragile EHR integrations
Inconsistent data across systems
Security and compliance concerns
Low patient or staff adoption

Lack of governance and oversight

Organizations often pilot isolated tools that cannot scale
enterprise-wide — resulting in fragmented experiences
and increased IT complexity.

Risk Mitigation Strategies

e Choose a unified platform approach

Ensure deep integration with core systems

Define clear success metrics upfront

Engage operational leaders early

Plan for change management and training

07



CHAPTER EIGHT g

How to Choose the Right Vendor

Most legacy notification platforms were built around a simple premise: send a message, check a box. They were never designed
to handle the complexity of modern patient access. And the gaps in that design are costing health systems every single day.

01 Technical Capabilities to Evaluate 02 Al Agent Maturity
e Deep, real-time EHR integration e Purpose-built for healthcare operations

Proven production deployments at scale

Ability to orchestrate workflows across systems
Ability to handle complex, real-world interactions

Omnichannel support across voice, digital, and human

An intelligence layer that converts EHR decision logic and

touchpoints
Scalability for enterprise environments unstructured operational data into Al-ready workflows

Reliability and uptime guarantees Continuous improvement with governance controls

03 Security and Compliance 04 Strategic Partnership Factors
e HIPAA compliance and data protection e Healthcare domain expertise
e Role-based access controls e Implementation support and timeline
e Auditability and reporting e Long-term roadmap alignment
e Secure handling of voice recordings and transcripts e Executive engagement and accountability
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CHAPTER NINE @

The Path Forward: Building Your
Digital Worktorce

Forward-looking health systems are building a digital workforce of Al agents that automate patient access end-to-end: not a
single entry point, but a complete operational layer that handles every interaction from first contact to resolution.

Rather than isolated tools, they are deploying Al agents that reason, act, and collaborate, handling scheduling, billing,
referrals, and pharmacy autonomously, while working alongside staff for interactions that need a human touch.

Recommended Adoption Approach

1. Start with high-impact access use cases
Deploy within existing workflows
Expand across channels, including voice

Scale enterprise-wide

a k& W

Continuously optimize using data insights




Conclusion

A digital workforce of Al agents is not simply a technology
investment. It is how modern health systems will compete for
patients, contain costs, and grow sustainably.

Health systems that build their digital workforce now will be
the ones that turn patient access into a competitive
advantage. The question is not whether to deploy Al agents.
It is how quickly you can make them part of how your
organization operates.

WWW.Spinsci.ai
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