
Dedicated Virtual Medical Receptionists
Replace Shared Call Centers as Practices
Respond to Patient Access Crisis

As patients hang up faster and delay care, practices abandon shared call centers for dedicated front

office support

THE COLONY, TX, UNITED STATES, January 21, 2026 /EINPresswire.com/ -- Healthcare practices

The future of medical

reception is not shared and

anonymous. It is dedicated,

accountable, and patient-

centered.”

Dr. Rishin Shah

across the United States are moving away from shared call

center models and adopting dedicated virtual medical

receptionists as patient access challenges intensify and

expectations for consistency, accountability, and

responsiveness continue to rise.

Industry data shows that patients are increasingly unwilling

to tolerate long hold times, automated systems, and

inconsistent communication. In a national survey of 2,000

Americans commissioned by Klara and conducted by Talker Research, patients reported waiting

an average of 8.5 minutes on hold when calling a doctor’s office to schedule an appointment.

When calling a new practice, respondents said they are only willing to wait about 10 minutes

before hanging up entirely.

“Phone access has become a breaking point for patients,” said Dr. Rishin Shah, CEO at Golean

Health, a nationwide virtual medical assistant agency. “Practices are realizing that missed calls

are not just missed opportunities, they are lost patients.”

Patients Are Leaving When They Cannot Reach a Human

The same Klara survey found that the inability to speak with a live person is one of the most

significant drivers of patient frustration. Nearly 48% of respondents said not being able to reach

a human is an instant turn-off, while 41% cited difficulty scheduling an appointment as a reason

they would choose another provider.

These findings highlight growing dissatisfaction with shared call center models, where calls are

often routed through rotating agents unfamiliar with a practice’s providers, workflows, or patient

population.
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“When patients feel like they are talking to a stranger every time they call, trust erodes quickly,”

said Dr. Shah. “Dedicated receptionists create continuity, and continuity builds confidence.”

Access Problems Are Delaying Care

Patient experience challenges extend beyond inconvenience. According to an Ipsos poll

conducted for MDVIP, 25% of Americans reported skipping or delaying care because they could

not get a timely appointment, while 21% delayed care due to a negative healthcare experience.

As access issues contribute to delayed care, practices face increased clinical risk, patient

dissatisfaction, and long-term revenue loss. Front office communication, once considered

administrative, is now recognized as a critical component of care delivery.

Practice Leaders Are Reprioritizing Phone Access

Medical practice leaders are responding. In a December 2025 MGMA Stat poll of 236

respondents, 22% of practice leaders identified phone access as a top patient access priority for

2026, placing it alongside online scheduling, wait times, and no-show reduction.

Patient experience now ranks alongside clinical outcomes as a top driver of practice growth and

reputation.  This shift reflects a growing understanding that patient access begins with the

phone and that how calls are handled directly impacts patient retention, reputation, and

growth.

Why Dedicated Virtual Medical Receptionists Are Gaining Momentum

Dedicated virtual medical receptionists are assigned to specific practices rather than shared call

queues. They are trained on practice-specific scheduling rules, insurance requirements, provider

preferences, and patient communication standards.

Practices using dedicated receptionists report fewer missed calls, improved scheduling accuracy,

higher patient satisfaction, and stronger accountability compared to shared call center

environments.

“This is not about outsourcing phones,” said Dr. Shah. “It is about restoring ownership of the

patient experience while giving practices a scalable, reliable staffing solution.”

A Nationwide Shift in Practice Operations

Across primary care, specialty practices, and multi-location groups, the demand for dedicated

virtual front office support continues to grow. Nationwide agencies are expanding services to

meet this need, combining real, trained healthcare professionals with secure, HIPAA-compliant
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workflows.

Industry experts expect this trend to accelerate as patient expectations rise and practices

compete on access, experience, and responsiveness.

“The future of medical reception is not shared and anonymous,” said Dr. Shah. “It is dedicated,

accountable, and patient-centered.”

About Golean Health

Golean Health is a nationwide virtual medical assistant agency providing dedicated virtual

receptionists and administrative support to healthcare practices across the United States. By

pairing real, trained healthcare professionals with secure systems and practice-specific

workflows, Golean Health helps medical practices improve patient experience, reduce

administrative burden, and scale with confidence.

For more information, visit https://golean.health.
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