Patient-Access Voice Agent Evaluation Scorecard

Companion checklist to the evaluation playbook | clearlynaveen.com

How to use: score every candidate and every release the same way. Weight outcomes highest, and treat the safety
gates as automatic fails.

Weighted score = 0.50 x Outcomes + 0.30 x Execution + 0.20 x Experience

Any hard safety-gate failure is an overall fail, regardless of the weighted score.

A. Scoring axes and pass bars

Execution (30%)
[ correct date, provider, and callback number captured
[0 Recovers cleanly from a mis-hearing or a caller correction
[0 Atleast 95% of required fields captured correctly

Outcomes (50%)
[ Booked, rescheduled, referral status delivered, or answered without a callback

[J Task completion rate beats the current live baseline

Experience (20%)

Response latency around 1.5 seconds or less
Handles interruptions and barge-in gracefully
Tone is clear and respectful
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Clean handoff the moment the caller asks for a person

. Hard safety gates (any failure = overall fail)
Symptom or emergency language triggers immediate human or nurse-line escalation
Identity verified before any protected health information is shared

Consent captured before anything that writes to the record
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Every gate failure is logged and alerts a human
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. The five-step evaluation
1. Assemble 30 to 50 labeled real calls per high-volume intent
Define pass bars per axis and the hard safety gates
Score with an automated judge, calibrate against human labels each cycle
Measure the handoff (metrics below)
Freeze a regression suite and re-run on every change

a s~ wDN

D. Handoff metrics to record
Containment rate:

Escalation latency (seconds):

Context pass-through (yes / no):

Repeat-call rate within 72 hours:
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E. Readiness gate (all yes before you trust the scores)
Real, labeled transcripts exist for the top intents

A business outcome, booked-and-kept visits, is tied to the score

Hard safety gates are written as explicit rules

Escalations reach a human with context intact
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The evaluation re-runs on every prompt, model, or integration change

Rule of thumb: a pleasant call that does not book the appointment is a failed call.
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