
The healthcare

agency playbook

for HIPAA-supported 
marketing insight
Compliance worry keeps healthcare clients on the 
sidelines, even when the technology is ready.

Every healthcare practice wants to know which campaigns are booking 
patients. But mention call recording or AI listening to those calls, and the 
conversation with a client often comes to a halt.



Compliance and protected health information (PHI) raises questions most 
marketers can't answer on the spot: what happens to a recorded call, 
who can access a transcript, what is the exposure if something ends up 
where it shouldn't.  

Uncertainty can often lead to a no — and healthcare practices 
already miss 32% of inbound calls. CallRail's Healthcare Plan 
answers those questions and catches the call, whether a client 
is new to Call Tracking or wary of adding AI on top.



The rest of this guide breaks down what the Healthcare Plan 
protects, what it unlocks, and how your agency can turn both 
into an ongoing service.


Play 1

What compliance 
uncertainty costs 
healthcare practices
Healthcare practices want the same things every business wants from 
its marketing. A senior living community wants to know if its radio ad is 
driving tour requests. A dental practice wants to know which campaign 
is filling chairs. Those answers are sitting in the calls — in the recordings 
and transcripts that compliance worry keeps off the table. Without 
them, the marketing budget keeps running without the data to make it a 
smarter return on your investment.

Saying no to recording and AI doesn't make the underlying 
problem go away. The calls are still coming in. The signals are 
still there: which campaigns are working, which callers left 
without booking, which patient questions the front desk lacks 
answers to. Compliance worry doesn't pause any of that, it 
just keeps it invisible.



Healthcare clients don't need to be talked into smarter 
marketing, but they do need specific answers before the first 
call comes in. Who's accountable for their data, what 
safeguards are in place, and what the practice can point to if 
anyone digs deeper with their questions.

Nia Hughes
Source: Google Ads

Let’s clear this up

Myth: You have to choose between compliance 
and smarter marketing.


Reality: With the right safeguards already 
in place, you can have both, from the first 
tracked call.

Call Transcript

schedule an appointment

Play 2

Start with a HIPAA-
supported foundation

Voice Assist texting

Nia Hughes  (123) 456-7890


September 12, 2026 ・ Text conversation Marked unread

Nia Hughes - 6:00pm

Hi. I’m looking to schedule 
an appointment as soon as 
possible.

Voice Assist texting - 6:02pm

Hello. We have availability with 
Dr. Perrin today at 8am, 10am 
and 1pm.

Call Tracking Intelligence handles attribution, call recording, 
and transcripts inside the Healthcare Plan's HIPAA-
supported framework. Every Healthcare Plan also includes a 
business associate agreement (BAA), so that protection is 
already in place before the first call comes in.*



The Healthcare Plan stores and processes recordings and 
transcriptions securely. Redaction features help reduce the 
risk of sensitive data exposure, and access controls limit who 
can see recordings and transcripts.



For agencies, that's a concrete answer ready before a 
healthcare client ever asks.


Play 3

Get more from calls 
you're already recording
Once Call Tracking is in place, Premium Conversation Intelligence™ 
takes it a step further and builds on that conversation data to show 
what's actually happening inside those calls. 



Call summaries surface what a caller needed without anyone 
listening back

Sentiment analysis shows the tone of a conversation at a glance

Conversion signals identify which calls turn into appointments

Trend reports surface what patients keep asking across calls

Self-reported attribution shows how callers say they found the 
practice



Together they turn the conversations already being recorded into 
decisions a practice can act on.

Nia Hughes
Source: Google Ad

Appointment Scheduled

Calls by Source

CallRail customers see an average 20% reduction in cost per 
lead and spend 60% less time reviewing calls, according to 
Hobson & Company research. Premium Conversation 
Intelligence works inside the same CallRail platform, so 
conversation data stays put and the compliance picture 
doesn't change. 



The Healthcare Plan remains the HIPAA-supported foundation 
whether a practice is running Call Tracking alone or adding 
deeper analysis on top.

“Pulling calls to verify details had been a 
major time-consuming task. 
I love CallRail's intelligent summaries and 
the verbatim text conversions from speech. 
I can now simply read the summary for a 
quick QA, or search a key word to locate 
the part of the conversation needing to be 
referenced.”

— Brad L., Small-Business, Mental Health Care 
Company

20%

“CallRail took care of everything. They signed 
a business associate agreement to keep all 
patient information secure.”

— Bryce Liggins, Senior Marketing Strategist, Brolik

SEO
17%

18%

Play 4

Compliance and insight 
aren't separate decisions

Call Tracking shows where calls come from and provides HIPAA-
supported protection as the starting point, with recording and 
transcription built in.



For a dental practice, that's knowing a call came from a Google ad 
for teeth whitening, not just that a call came in. Premium 
Conversation Intelligence builds on those calls to show which ones 
turned into appointments and what happened along the way.


0:01


New Lead
Answered by Voice Assist AT 7:59PM

Thanks for calling! How can I help?

Nia Hughes

(123) 456-7890

Schedule Booked

Call Summary

Nia, an existing client, called to get an 
appointment for an existing illness. She 
asked to   book an appointment   for 
Monday. She received an email 
regarding the quote before proceeding 
with the booking. CallRail followed up

Stacey McMillan

Number 443

Practices can start with Call Tracking and add Premium 
Conversation Intelligence when they're ready for deeper 
insight. A med spa signing up for the first time can start by 
seeing which marketing drives calls, then upgrade to get call 
summaries, conversion signals, and sentiment data when they 
want more from those conversations.

Together they help teams see which marketing leads to 
appointments, what happens on those calls, and where 
messaging or follow-up can improve. For agencies, the 
compliance story stays the same either way — you never have 
to put that decision on their plate.

See the full story behind every call

  Attribution


Call Tracking: Connects every call to the 
campaign, ad, or keyword behind it

Premium Conversation Intelligence: Adds 
self-reported attribution and trend reports 
across calls

  Recording


Call Tracking: Records and transcribes the 
conversation

Premium Conversation Intelligence: 
Summarizes it automatically, 
no manual listening required

  Compliance


Call Tracking: HIPAA-supported protection 
from day one

Premium Conversation Intelligence: Same 
HIPAA-supported foundation, 
no new PHI risk

  Outcome


Call Tracking: A clear record of what 
happened on the call

Premium Conversation Intelligence: Flags 
which calls convert and shows what patients 
are asking about

HVAC Pros

Google Ads

Brian Thompson

Organic Search

Play 5

Kevin Brown

Pest Control Company - Google Ads

Protect PHI while 
improving the patient 
experience

Stacey McMillan

Number 443 Dental

Dental practices can see which campaigns are filling chairs 
instead of just generating calls that go nowhere. Call 
summaries and key terms spotted help front desk teams spot 
common questions, reduce follow-up gaps, and focus on 
people who appear ready to book.

Protecting PHI and improving the patient experience aren't competing 
goals. Call insights give a practice a head start on intake, so follow-up 
feels personalized and informed.



A call summary showing that a caller asked about same-day 
appointments lets the front desk follow up with useful context, while 
the Healthcare Plan keeps PHI protection part of the process.

We have appointments 
available at 3pm and 4pm.

The result

More booked appointments, without adding risk 
to patient records.

Mental health and rehab

Key terms spotted and sentiment analysis help intake teams 
notice urgent or emotionally sensitive calls sooner and 
prioritize follow-up. At the same time, those call recordings 
and transcripts are securely stored and processed under the 
Healthcare Plan.

Today at 4pm works!

1

NEW APPOINTMENT BOOKED Now

Voice Assist has scheduled a new 
appointment at 4pm.

What changes

Faster response for callers in crisis, with call 
recordings and transcripts protected the same 
way they always have been.

Senior living and in-home care

Communities can see which campaigns are driving inquiries 
and understand what matters most to families; from 
affordability, to readiness, to booking a tour. Call summaries 
also help teams see common questions and use them to 
improve follow-up.

Call Transcript

schedule an appointment

The upside

Clearer attribution for occupancy-driven 
budgets, without compromising resident privacy 
or family trust.

Med spa and cosmetic

Med spas can connect ads to booked consultations instead of 
just clicks, while call insights show which services draw the 
most interest and which questions clients ask most often. 
Teams can use that information to focus on stronger leads and 
invest more in the marketing that brings them in.

What you get

More booked consultations, with the same 
HIPAA-supported compliance standard 
protecting every conversation.

Play 6

Built to earn trust where

it matters most

Healthcare teams need to know their data and AI tools are in 
good hands. Compliance concerns among healthcare 
practices dropped from 44% to 31% in the past year — clearer 
vendor safeguards and built-in HIPAA support are making the 
difference. CallRail holds SOC 2 Type II certification for data 
security and has achieved ISO 42001 certification, which 
confirms that CallRail follows defined standards for how its AI 
is built, tested, and monitored.



Healthcare teams also don’t have to take CallRail at its word. 
The Healthcare Plan includes HIPAA-supported safeguards 
and a BAA, while ISO 42001 adds independent verification of 
how CallRail manages AI.

Start the conversation healthcare 
providers are ready for

Healthcare clients want better marketing results without adding compliance headaches. The Healthcare 
Plan gives them a HIPAA-supported foundation with a BAA from day one, whether they're tracking calls 

for the first time or getting more from calls they already track. Your agency can stay focused on 
improving marketing, since these safeguards are already handled.



Sign up for the Healthcare Plan, whether entering through Call Tracking or Premium Conversation 
Intelligence. Not sure where to start? Talk to a Healthcare Plan expert first.



Prefer to try it first? Try CallRail free for 14 days, then upgrade to the Healthcare Plan when you're ready.

Get a demoTry CallRail free for 14 days

*Consent laws vary by jurisdiction.


Trusted by over 2,600 healthcare providers

4.6 star rating
4.5 star user 

review
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