
I think the most exciting part about the advocate dashboard is all the customization. We're really trying 

to look at the member holistically. Having a dashboard next to me by my side on my other screen, it 

made it a lot easier for me to be able to identify the programs. Identify all of the different opportunities 

that we could offer to this member that was in distress. First, you'll see the caller profile giving the agent 

insight into what the member is inquiring about. If the member had one single out-of-network visit, we 

would have an advocate action flag here, reminding us that we need to talk to the member about the 

importance of staying in-network because it can affect their out-of-pocket spend. We also display care 

path opportunities. And in this area, this helps us connect numbers to nurses and programs to help 

manage conditions and also give them education around health and wellness opportunities that are 

identified for them. My name is Jose Medrano and I am a health advocate. A member called in, very 

overwhelmed. She had been just diagnosed with breast cancer. I looked at my dashboard and there's 

programs for that. There's a cancer management program, right? I share that with her. I explained to her 

every single detail of what that program entails. She was more than thankful. Advocates are also trained 

to listen actively to a member's conversation. Maybe they said they've got asthma or a child with 

asthma.  Maybe they've mentioned that they were recently diagnosed with diabetes. That advocate can 

come here and they can search for the program. She didn't know UnitedHealthcare had programs for 

them, had programs that could hold your hand throughout the condition. That's really a wow factor to 

the members and it shows we care. It made me feel that I change someone's life today by providing a 

support. 


