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Case Study:

The Hereford Medical
Group

Using Voice Al to Manage High Call
Volumes and Improve Access i

®HMG

HEREFORD MEDICAL GROUR

The Impacts

Reduced pressure Improved workflow Introduced opt-in for
during peak periods through automation patient-led access

Context: High Call Volumes and Long Queues

Based in Herefordshire, The Hereford Medical Group is a modern 'Super Surgery' serving over
47,000 patients with a team of 31 GPs, and is supported by a large multidiciplinary team.

Like many practices, mornings were marked by long queues, high call volumes, with rising patient
frustration leading to issues with staff retention.

With reception teams stretched across the phones, admin, and face-to-face care, the practice
sought a smarter way to manage growing demand without increasing pressure on its people.

The Move to Voice Al Call Handling

To ease the daily work load and improve access, Hereford Medical Group introduced
InTouchNow.ai's Voice Al. Patients now choose how they want to engage with the practice by either
waitng for a receptionist, or speak instantly with the Al assistant.

The Al handles routine triage and admin tasks, submitting completed Klinik forms directly into their
system. Calls requiring further support are handed over to the human team ensuring patients who
require more imediate attention get seen to quicker.

By working alongside existing workflows and preserving patient choice, the Al fits naturally into the
day-to-day operations of the practice.
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A More Balanced Way to \\\
Work

\
Since launch patients have had the choice to Before the Al was introduced, patients often
opt-in and speak to Ai or wait for a human faced over 60 minutes on hold at peak times.
receptionist. With current uptake sitting The extra support provided by the Ai has
around 10% of Hereford Medical Group's resulted in average wait times dropping to
daily calls, the ai is supporting more than a around 10 minutes. By offloading routine
hundred patients each day without needing calls, the team are now better supported to
receptionist time. focus on urgent or complex cases.

The real impact comes from balance. Not every call needs to be automated, but by handling just a
portion of daily traffic, the Al creates headroom where it's needed most. For a high-demand practice
like Hereford, this means fewer interruptions, clearer triage, and more breathing space for the
reception team. The opt-in model has helped support a patient-led route to practice access and has
been met with positivity by patients, with greater uptake predicted in the future.
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Patients really like having the option, and lots now choose the quicker Al route.

Honestly, we didn't expect such a big drop in wait times from a relatively small

uptake. And because we only pay based on usage, it's been great value for the
practice.

Practice Manager at Hereford Medical Group
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