
Almost Magic: How healow Genie 

Transforms the Front Office
Every medical practice focuses on delivering quality care. But whatever their size, location, or specialty, 

many encounter challenges managing workflows, documentation, and care delivery.

Main Street Medical, an urgent care and family practice in Hilton Head, South Carolina, faced an 

overwhelming volume of phone calls, which made it difficult for front-office staff to keep up with 
appointment scheduling and prescription refills.

After just one month using healow Genie™, the AI-powered contact center solution, Main Street Medical 

realized remarkable gains in efficiency, saving hours for providers and staff, and expanding patients’ 
access to care, particularly after hours.

healow Genie’s Impact
  

    Handled calls

76%
of total practice 

volume

     Scheduled  visits  

16.5%
additional 

appointments

      Processed 

prescription refills 

30
hours saved of staff 

time

      Office Manager Casey 
Bateman estimates 

80%
reduction in 

administrative burden

      Handled after-

hours calls

100%
answered      



Real Staff 
Experiences: 
Efficiency and 
Accuracy in Action

“Before healow Genie,” 

said Rebecca Jones, a 

medical assistant and 

scribe, “refilling medications 
involved multiple steps: 

listening to voicemails, 

writing down details, 

and manually entering 

information. healow 

Genie eliminates about 

10 to 12 of those steps by 

instantly converting calls 

into telephone encounters, 

saving us at least an hour 

a day.”

Other staff noted that with 

healow Genie on the job 

during regular business 

hours, staff wind up taking 

only about 20% of all calls, 
letting them focus on those 

calls that need a human 

touch.

“healow Genie takes 

messages off the phone 

and organizes them into 

a folder for us to review 

during breaks,” said Miriam, 

another human scribe 

at the practice. “This lets 

us focus more on patient 

charts and callbacks, 

improving our response 

time and reducing 

physician burnout.”

Patient Acceptance and Positive Feedback

Patients have quickly adapted. Longtime patient Bella Johnson 

praised the efficiency and accuracy of the refill and appointment 
process, noting fewer mix-ups and shorter call times.

“Prior to healow Genie, when you called to do a refill, you’d 
have to go to a different line and leave a voicemail,” she said. 

“healow Genie has made the process a lot more efficient, with 

no voicemail or holds or multiple callers. If you’re calling for 
one reason, it will direct you to help with that issue. Calling the 

office itself can have phone traffic and issues, but healow Genie 
searches much quicker.”

Why healow Genie Works: Integration and 
Automation

healow Genie integrates with Main Street’s Electronic Health 
Record, and performs tasks that include verifying patient identities, 

updating medication lists, scheduling appointments, and creating 

telephone encounters for providers.

“It solved my problem, and made updating my medication list 
and scheduling appointments simple,” said Thomas E. Hoppin, 

a longtime patient. “The first thing a doctor asks for is a medical 
history — prescriptions, surgical procedures, everything that’s 
been done over the years. I keep a sheet with me at all times that 

lists all that stuff, but it gets out of date. So I decided to call Genie 

and see if it would bring it up to date. Guess what? It did.”

The Future of Healthcare Is Here

healow Genie has helped transform daily workflows at Main Street 
Medical by reducing calls to the front desk, automating routine 

tasks, and enhancing patient access and satisfaction. Staff are 

better able to focus on patient care, reducing the risks of burnout 

while improving service to patients.

AI-driven solutions such as healow Genie have now taken 
their place as essential components in today’s healthcare 
environments, helping practices improve efficiency and deliver 
superior patient experiences.
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