What It Really Takes
for Al to Handle
Patient Billing Calls

INSIGHTS FROM 20,000 REAL-WORLD CONVERSATIONS
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EXECUTIVE SUMMARY

The mandate is clear:

Do more with less

With healthcare administrative spending
topping $1 trillion and hospitals operating
on razor-thin margins, revenue cycle
leaders are under immense pressure to
reduce costs wherever possible. Patient
billing support is a prime opportunity: it's
labor-intensive, a major consumer friction
point, and increasingly unsustainable to
scale with people alone.
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WHAT IT REALLY TAKES FOR Al TO HANDLE PATIENT BILLING CALLS

That's why organizations are turning to
Al voice agents alongside outsourcing
and traditional tech solutions. But
building the right strategy starts with
understanding the problem: not just
which calls can be automated, but how
resolution actually happens—especially
as patients shoulder more of their
healthcare costs.

This report shares insights from more than 20,000 real patient billing calls and early
findings from our Al voice agent, Kora. You'll see where automation can drive impact, what
makes these conversations deceptively complex, and the core capabilities Al must have to
reduce costs and improve the patient experience.




TOP TAKEAWAYS WHAT IT REALLY TAKES FOR Al TO HANDLE PATIENT BILLING CALLS

If you read nothing else...

It's not just the volume of billing calls that drives costs—it's their complexity. These conversations
often involve emotionally-charged situations, unclear patient intents, and agent judgment calls.
That's the opportunity: deploying Al agents that can actually handle these unique support
challenges, so human agents can focus where they're needed most.
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Our top o
takeaways

Most patients aren't
calling to pay—
they're confused

Patients often
present symptoms,
not diagnoses

Being factually
correct isn’t the
same as being helpful











































