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MEDICAL ANSWERING SERVICE
& AI-INTEGRATED AGENT SOLUTIONS
How TAS United is Redefining Patient Communication for Healthcare Organizations

Overview
For more than 40 years, TAS United has been the trusted partner for healthcare organizations that demand secure, compliant, and reliable patient communication. As call volumes grow and patient expectations evolve, TAS United has pioneered the integration of HIPAA-compliant AI agents alongside experienced live operators — creating a hybrid model that delivers superior outcomes without sacrificing the human touch.

Our AI-Integrated Agent platform is purpose-built for the unique demands of medical answering services: 24/7 availability, intelligent call routing, reduced handle times, and seamless escalation to live agents for complex clinical situations. The result is a faster, smarter, and more cost-effective communication system for physician groups, health systems, specialty practices, and large hospital networks.

	40+
Years of Healthcare Experience
Founded 1984
	31,500+
Calls Processed Monthly
Per major health system client
	36%
Average Handle Time Reduction
3.83 min → 2.47 min




The Challenge Facing Healthcare Organizations
Medical practices and health systems today face a perfect storm of communication pressures:

1. Unprecedented after-hours call volumes driven by aging patient populations and expanded care networks
1. Strict HIPAA and HITRUST compliance mandates that expose organizations to significant liability
1. Staff shortages and burnout among front-office and after-hours answering service personnel
1. Patient dissatisfaction stemming from long hold times, dropped calls, and inconsistent triage protocols
1. Rising labor costs making traditional per-agent answering models increasingly expensive

Legacy answering services — often generalist providers without healthcare-specific protocols — are no longer adequate. Healthcare organizations need a partner with deep clinical workflow expertise, enterprise-grade security, and the technology to scale intelligently.


The TAS United AI-Integrated Agent Solution
TAS United's AI-Integrated Agent is not a replacement for human expertise — it is a force multiplier. Our hybrid model pairs certified live agents with intelligent AI automation to handle routine call types at scale while ensuring that complex, sensitive, or urgent patient interactions are escalated immediately to a trained specialist.

How It Works
1. Incoming calls are intelligently classified by the AI layer based on urgency, caller intent, and call type (appointment requests, prescription refills, after-hours triage, nurse line, etc.)
1. Routine and administrative inquiries — such as hours, directions, appointment confirmations, and prescription routing — are resolved by the AI agent with natural language interaction
1. Clinical triage calls and urgent patient concerns are seamlessly transferred to a live TAS United agent, ensuring no patient is left without human support when it matters most
1. All interactions are documented, encrypted, and delivered through HIPAA-compliant secure messaging channels (including integration with platforms such as Halo and similar secure messaging systems)
1. Real-time call reporting and KPI dashboards give healthcare administrators full visibility into performance metrics

Key Capabilities
	✓
	Natural language AI handles routine patient inquiries 24/7/365 without hold time

	✓
	Intelligent escalation protocols ensure urgent and clinical calls always reach a live agent

	✓
	Seamless integration with on-call scheduling platforms, EHR systems, and secure messaging apps

	✓
	Bilingual English/Spanish capability serving diverse patient populations across all regions

	✓
	HITRUST-certified infrastructure protecting all patient data at rest and in transit

	✓
	Omnichannel communication: voice, secure text, email, and portal-based message delivery

	✓
	Customizable call scripts and workflows built around each practice's unique protocols






Case Study: WellMed — A National Healthcare Network
TAS United has served as the official call processing partner for all WellMed locations nationwide since 2020, including USMD, Homecare Dimensions, and Optum Miami.

TAS United developed a custom integration between its Amtelco Genesis platform and WellMed's Halo secure messaging system. This created a real-time encrypted message delivery channel directly to on-call providers — with two-way communication capability so providers could respond, ask questions, or reroute messages without leaving a single platform.

Measurable Results
1. 31,500+ WellMed calls processed per month for 1,596+ providers across all locations
1. Call handle time reduced from 3.83 minutes to 2.47 minutes — a 36% improvement
1. Service levels consistently exceed the client-mandated 80% threshold
1. Average speed to answer maintained well below WellMed's 30-second requirement
1. Monthly performance review meetings ensure continuous alignment with WellMed leadership KPIs


HITRUST Certification: Your Compliance Shield
In an era of escalating healthcare data breaches, HITRUST certification is no longer a differentiator — it is a procurement requirement for healthcare organizations serious about protecting patient data and managing legal exposure.

1. TAS United's HITRUST certification demonstrates a proactive, audited approach to data security and HIPAA compliance — providing evidence of due diligence in the event of a legal challenge or regulatory audit
1. HITRUST-certified infrastructure enables TAS United to be a covered entity business associate, meeting the contractual and regulatory requirements of major health systems and physician groups
1. Our certification encompasses our technology infrastructure, facilities, and operational protocols — not just a software layer
1. Organizations partnering with TAS United inherit a documented, defensible compliance posture that reduces their own liability exposure

TAS United is one of a very limited number of telephone answering services in the United States to achieve HITRUST certification.


Healthcare-Exclusive Experience
Unlike generalist call centers that treat healthcare as one vertical among many, TAS United has been healthcare-exclusive for over four decades. Our agents are trained specifically for medical environments — understanding clinical urgency, HIPAA protocols, on-call scheduling complexity, and the sensitivity required when speaking with patients in distress.

1. Active partnerships with multiple medical societies throughout Texas
1. Trusted by over 1,900 healthcare accounts including Baylor Scott & White, Covenant Health, St. David's Hospital, Seton Hospital, UT Health, Austin Regional Clinic, Arkansas Heart Hospital, Texas Tech University Health Science Center, and Methodist Hospital
1. Dedicated healthcare-only agents — our team is never pulled to serve non-medical accounts
1. Nurse on Demand program available for clinical triage support
1. Bilingual English/Spanish staffing serving diverse patient populations across Texas, Puerto Rico, and beyond


Service Model & Financial Structure
TAS United offers flexible engagement models designed to match the operational needs and budget requirements of healthcare organizations of all sizes.

	Service Tier
	Description
	Billing Model

	Shared Environment
	Calls routed to a pool of healthcare-trained agents serving multiple clients. Includes AI agent layer for routine inquiry resolution.
	Per Minute

	Dedicated Agents
	Agents assigned exclusively to your account. Deep familiarity with your protocols, providers, and patient population. AI integration available.
	Per Agent / Hour

	AI-Integrated Hybrid
	AI agents handle high-volume routine calls; live agents manage complex or clinical calls. Optimizes cost while maintaining care quality.
	Custom Blended Rate




Keys to Successful Implementation
	✓
	Proven onboarding methodology for large, multi-location healthcare organizations — including detailed scope of work and custom implementation plans

	✓
	Rigorous agent selection and ongoing training standards ensuring every agent meets TAS United's high bar for medical call handling

	✓
	Redundant infrastructure across multiple U.S. locations protecting against telco outages, weather events, and system failures

	✓
	Technology platform meeting and exceeding enterprise standards for uptime, security, and scalability

	✓
	Monthly performance review process with detailed KPI reporting and continuous improvement protocols

	✓
	Dedicated account management ensuring alignment between TAS United operations and client leadership




Next Steps
TAS United is ready to partner with your healthcare organization to deliver the most secure, intelligent, and clinically aligned answering service solution available today. Whether you are a physician group, multi-location health system, specialty practice, or large hospital network, our team will design a solution that fits your patient population and operational requirements.


Contact TAS United Today
(800) 222-3434  |  tasunited.com  |  HITRUST Certified Since 2016
Headquartered in Lubbock, TX  |  Operations in Guaynabo, PR
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