
Goodtime Family Care Reduces 

Front-Desk Burnout with Genie
Goodtime Family Care, founded by pediatrician Dr. Joseph Osuagwu, needed a more reliable way to 

manage patient calls without adding pressure to an already busy front desk. Patients who called after 

hours were prompted to call back when the office opened, creating a heavy 8 AM phone surge just as 
staff were checking in patients, rooming patients, and preparing for the day.

After trying other approaches, including an AI receptionist and a virtual receptionist service, Dr. Osuagwu 
wanted something different: an AI-powered contact center solution integrated with eClinicalWorks®. 

With healow Genie™, the practice gained a reliable first line for calls, routine requests, appointment 
scheduling, after-hours support, and patient messages.

healow Genie’s Impact at Goodtime Family Care

Rates

10/10
for patient satisfaction

No hold time during

8 AM
phone surge

Covers

77%
of office hours calls

Schedules

170+
appointments a month

Answers

100%
of after-hours calls

Saves

2-3
hours of staff 

time daily



Patients are becoming more comfortable completing routine tasks 

with Genie. Dr. Osuagwu reviews call transcripts and sentiment 
scores and noted that patients who complete medication refill 
requests, referrals, or appointment scheduling often show 10/10 
satisfaction scores. Some patients now use Genie regularly to book 

and manage their appointments.

Confidence That Every Call Is Answered

Today, all calls go to Genie first. Genie answers, attempts to 
resolve the request, and hands off to staff when human support is 
needed. It can help with scheduling, cancellations, rescheduling, 
referrals, medication refill requests, demographic information, and 
messages, providing a consistent front line even when staff are 
helping patients in person.

“It has removed the concern I always had, that nobody is in the 

front to answer the phones. So whether somebody is sitting there 

or not, I know that I’m not missing any calls.”

- Dr. Joseph Osuagwu

Less Morning Chaos, More Staff Focus

Real Staff Experiences: 
Relief at the  
Front Desk

Goodtime Family Care 

uses Genie as part of 

daily operations, not just 
as overflow. When staff 
are rooming patients or 

covering multiple roles, 
Genie continues answering 

calls, capturing messages, 

and helping patients 

complete routine requests.

The practice has saved 
an estimated two to three 

hours per day in staff time, 

while Genie has handled 

more than 8,800 calls since 
adoption, and now handles 

more than three-quarters 
of incoming phone calls 

during practice hours.

“If I had to describe it in 

one word, I would say that 

healow Genie is reliable.”

- Dr. Joseph Osuagwu

Why healow Genie Works: Integration and Automation

Genie has been especially valuable during the morning rush. 
The practice still receives a large number of calls when the office 
opens, but staff no longer have to manage every ring in real time. 
Patients can take care of routine business in the background while 

the team focuses on in-office care and higher-priority follow-up.

Patient Acceptance and Positive Feedback

healow Genie is integrated with the eClinicalWorks EHR, so it functions seamlessly with a practice’s 

workflows. Genie fields patients’ calls, helps manage appointments, routes medication refill and referral 
requests, and handles after-hours calls.

The Future of Healthcare Is Here

For Goodtime Family Care, healow Genie has become a reliable extension of the practice team. It helps 
answer more calls, reduce front-desk pressure, improve appointment access, and give staff more time to 
focus on patients who need direct human support.

Dr. Osuagwu sees AI-powered call support as a practical tool for practices of many sizes — especially 
when it is incorporated into the EHR. Even practices with strong front-office teams can use Genie for  
after-hours calls, breaks, peak call times, and routine requests.
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