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We’re here to help make 
healthcare easier
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2023 AE Overview Meeting Topics

• Program Overview

• Eligibility

• How the Program Works

• Key ways Health Advocate can 
help make healthcare easier

• How to contact Health Advocate
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Your Health Advocate service provides:

Welcome to Health Advocate

• Hands-on support for a variety of health and 

well-being issues, including Covid-19, Monkeypox, etc.

• Compassionate, confidential help available 24/7 

• Unlimited access for Marsh McLennan colleagues and 

eligible family members

• Interactive mobile app and website

• Provided by Marsh McLennan at no cost to you!

Pick up the phone and call 866.799.2488 with any healthcare 

issue and we will get you the help you need!
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• Marsh McLennan 
Colleagues

• Spouses/Partners

• Children

• Parents

• Parents-in-law

Health Advocate helps 
the whole family

Plus, special 
help for seniors

Medicare
Parts A, B, D, 

Supplemental 
Plans
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Important Notes About Our Service

Health Advocate does not

replace health insurance

Health Advocate does not provide 

medical care or recommended 

treatment

Private and Confidential

We protect your privacy

All health and claims information 

is kept strictly confidential

We fully comply with the federal 

Health Insurance Portability and 

Accountability Act (HIPAA)
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Medical Authorization Release Form

• Authorizes Health Advocate to 

interact with doctors, other providers and 

insurance companies on your behalf

• One-page form can be downloaded 

from member website or app, or emailed, 

mailed or faxed to you to 

complete and return

• Secure electronic signature service 

also available

• Ensures complete confidentiality 

and privacy
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It’s easy. When you have an issue,
call 866.799.2488 or go to 
HealthAdvocate.com/members online or 
using our app.

You will be assigned to a 
Personal Health Advocate.

Your Personal Health Advocate works
with you until your issue is resolved.

How does the 
Health Advocate
service work?
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Registered Nurses with experience in clinical care, 

case management, nursing education, supervision 

and administration

Benefits experts with experience in claims management 

and provider group administration 

Trained clinical professionals including social workers, 

behavior change counselors, nutritionists, dietitians, 

dental care and pharmacy 

Full-time medical directors

Who are our

Personal Health Advocates?
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Coordinate care with

your providers

Provide support for

medical conditions

Help you find doctors and 

services

Research and arrange

second opinions

Help with paperwork issues 

like billing, claims and more

Provide special help for 

parents and parents-in-law

Your Personal Health Advocate can help in 
the following ways
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Coordinate care with your providers

• Coordinate services and facilitate 

communication with treating 

physicians/health plans 

• Coordinate care and services 

during and after a hospital stay 

and when your care is transitioned to 

other providers

• Locate specialized services 

including eldercare and care for 

children with special needs

• Provide end-to-end support 

through all phases of care

• Facilitate any necessary referrals 

or authorizations
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Support for medical conditions

• Answer questions about diagnoses, 

medical conditions, treatments and tests

• Review treatment options based 

on current literature and 

evidence-based practices

• Help you develop questions 

to ask your care team

• Provide information to help you make 

decisions about your care
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Help you find the right doctors

• Research and identify leading 

in-network providers 

• Check sanctions or licensing issues; 

verify board certification(s) 

• Assess experience, confirm network 

status and if accepting new patients

• Schedule appointments, 

transfer medical records

• Research transportation
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Arrange second opinions

• Perform intake to assess your needs 

and preferences

• Research to identify top experts and 

Centers of Excellence nationwide 

• Answer questions about diagnosis, 

treatments and available support 

systems 

• Arrange for the transfer of 

medical records

• Schedule face-to-face appointments

• Follow up to see how the second 

opinion went and if there are any other 

ways we can help
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• Examine medical bills and 

claims for accuracy

• Explain coverage 

and coordinate benefits 

• Facilitate any necessary 

pre-authorizations for care, 

medical equipment, medications

Help with confusing and 
time-consuming paperwork issues

• Review medical bills to 

identify and correct duplicate 

or erroneous charges

• Research ways to reduce 

prescription drug and other costs 

• Negotiate payment arrangements 
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Special Help for Parents, Parents-In-Law,
Retirees and Pre-Medicare Retirees 

• Assist retirees transitioning to private 
coverage or Medicare

• Clarify all parts of Medicare, including 
Parts A, B, C and D

• Educate about Medicare Advantage 
and supplemental  plans

• Locate plans, explain the differences 
between them and help weigh options 

• Locate eldercare services and 
community resources that fall 
outside traditional coverage

• Research private coverage and 
public exchanges

• Facilitate care management 
interventions
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Connect with Health Advocate
Anytime, Anywhere
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HealthAdvocate.com/members

Interactive Website and Mobile App

• See, learn and interact in real time with 

the Health Advocate program

• Instantly upload documents and forms

• Access online tools and resources

• View the status of a case in real time

• Choose methods of communications 

that are right for you

• 24/7 personal support is just a call

or click away
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First Time 

Users

How to Register

• Go to HealthAdvocate.com/members 

to register and log in to the Health 

Advocate member website

• Choose “Marsh McLennan” from the 

dropdown menu

• First time users will create your own 

unique username and password
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Visit the blog!
A robust collection of timely articles viewable on desktop and mobile devices.

Go to:

Blog.HealthAdvocate.com

Plus, you can subscribe 

to receive monthly emails!

e
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Telephone: 866.799.2488

Email: answers@HealthAdvocate.com 

Website: HealthAdvocate.com/members

Our normal business hours are Monday - Friday between 8 a.m. and 10pm Eastern Time. 
Our secondary call center staff is always available for assistance with issues that need to be 
addressed during non-business work hours. Cases requiring follow-up with health plans and 
physician offices will be pursued during the next business day.

Members can use our member website or mobile app to start a case, check case status, 
upload medical bills and other paperwork, and much more, right at their fingertips.

Hours of Operation

How to Reach 
Health Advocate
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“Something is not right 

with my daughter’s heart.

Who is a cardiologist I 

can trust?”

“My mom is struggling with 

severe mental illness. 

Where do I turn?”

“My total cholesterol is 240 

(HDL 60 and LDL 150).

Why might a statin make 

sense for me?”

“My oncologist recommended 

radiation & chemotherapy.

How do I know if this treatment 

best for me?”

“My wife is in intensive care…

What do I do?”

“My ortho recommends 

surgery but I am not sure I 

am ready.

When do I know it is the 

right time?”

The burden of concern



Physicians available every step of the 

way to lead Members to resolution

member initiates 

by web, app, 

phone, or gets 

referred by 

clinical partner

The physician can 

also navigate the 

member to outside 

care, as well as 

coordinate with 

treating physicians, 

giving the member 

peace of mind and  

confidence in 

their care

A physician triages the 

member’s concerns 

and identifies the 

clinically appropriate 

service(s)



Immediate clinical 

support when it 

matters most

Mental help guidance, 

especially in moments 

when thinking is 

hard/cloudy 

An in-depth review and 

advice from leading experts 

when diagnosis and 

treatments can be 

overwhelming 

Names of the best in-

network providers without 

the expense of research 

or guessing

Quick advice from top experts 

when questions linger

Peace of mind about 

treatment plans when you 

aren’t sure what your 

options really entail



A specialty-
matched 
medical 
professional
conducts an
in-depth review. 

The physician 
contacts the  
member at a 
preferred time to 
discuss their 
concerns and 
medical
history and to 
guide them
throughout the 
process.

Relevant medical
records are 
collected,
images are 
reread, and
applicable 
pathology
is retested.

The physician 
complies the 
expert report for 
the member.

The member 
initiates through 
app, web, or 
phone. They 
are connected 
to a clinical 
team member 
who takes their 
basic 
information.

The 
physician 
reviews the
report with 
the member, 
answers any 
remaining
Questions, 
and makes 
referrals to 
other benefit 
partners.



With an Expert Medical 

Opinion, we ensure 

members are getting the 

right care. From collecting all 

relevant medical records 

and retesting pathology to 

engaging the world’s 

leading experts, we leave no 

stone unturned. 



Teladoc Health’s 

enhanced Find a Doctor 

service offers a quality-

ranked database of 

600,000 physicians with the 

most up-to-date network 

information available.
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Eligibility:

Phone:

All benefits eligible employees and eligible family 

members, including parents and parents-in-law. 

teladoc.com/medicalexperts



An easy entry point for every concern. 

Once the app is downloaded, you will 

be prompted to create an account 

just like you would do with any other 

app.

Once your account is created, you will 

be able to initiate services.  





MSK Direct

Presented by:

Jackie Zamora

Partner Engagement Manager

October 6, 2022

MSK Confidential – Do not distribute      34



MSK Confidential – Do not distribute 35

MSK Direct

Agenda:

• Introduction to MSK

• MSK Direct:

– Overview

– Patient Support Services

– Program Details

– Resources

• Q&A



The MSK Difference

From prevention and screenings to cancer care 

and survivorship, you can count on MSK for 

personalized support and guidance every step of 

the way.

Our Story:
World’s oldest and largest private cancer center* which has devoted more 

than 135 years to exceptional patient care, education, and innovative 

research

Our Approach:
MSK solely focuses on cancer, combining subspecialized expertise with 

cutting-edge research to effectively treat the most important type of cancer: 

yours

Our Reputation:
Recognized as #1 in the Northeast and one of the top two cancer hospitals 

in the nation for more than 30 years, according to U.S. News & World 

Report

*MSK has locations in New York City, throughout New York State

and New Jersey and is available remotely anywhere in the US.

Introduction to MSK
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Ranked one of the top two 

cancer hospitals for 31 years 

running

Other key memberships and recognition



MSK Locations
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MSK Direct:
Program Overview
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What is MSK Direct?

A benefit that provides direct access to a team of 

dedicated professionals who  specialize in 

navigating the cancer treatment process
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• Dedicated access and continuous member support 

• Ongoing collaboration between MSK doctors, patients, and their local doctors

• From prevention through diagnosis and ongoing treatment



MSK Direct

Program Details

• No need to enroll

• No fee for MSK Direct. Clinical care is billed 

through your insurance, patients are subject to 

costs associated with patient responsibility for 

clinical services

• Open to all colleagues and their eligible 

family members

• Connect with MSK Direct by visiting 

www.mskcc.org/mskdirectforyou

or calling the dedicated phone line for Marsh 

McLennan at 844-MMC-2MSK (844-662-2675) 

Monday through Friday from 8:00 am ET to 

6:00 pm ET (messages left outside of these hours will be 

returned the next business day)
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http://www.mskcc.org/mskdirectforyou


I am an employee who never thought in a million years 

would become a patient. The process to make my initial 

consultation appointment was incredible. Now I realize 

why we are so sought after from around the world. I’m 

afraid of this upcoming journey, but I can tell I’m in the 

greatest hands
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Words from Our Patients 

MSK helped make a new scary diagnosis a 

bit less scary by discussing options for appts 

with surgeons and oncologists

I am coming to MSKCC for a second opinion 

re: chemo treatment. The person I worked with 

to schedule my telehealth appointment has 

gone above and beyond in making this 

possible, getting it set up so quickly, and 

selecting a doctor that would be best for me. I 

so appreciate it.

Honestly, I was afraid going to such a well-

known and large healthcare facility that 

it would be months before I heard from 

anyone so I was truly impressed with the 

efficiency of my appointment. Thank you!

I have been really impressed with MSK. They 

actually follow up with phone calls. It’s a stressful 

time and leaving messages at doctor’s offices 

and then waiting endlessly for a call back is one 

of my least favorite things. They are on top of 

everything and so kind.

During a time of stress, I found the care advisor extremely 

helpful and knowledgeable. He took care and was sensitive 

to all of my needs and answered each question making me 

feel that everything I had to say was important.



MSK Direct:
Resources for Employees
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Health Empowerment Resources

Accessible on  www.mskcc.org/mskdirectforyou

MSK Direct
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• Prostate Health
• Education on prostate health and prostate cancer screening

• Personalized Screening Advice
• Five-minute cancer screening quiz

• COVID-19 and Cancer
• Information and answers to frequently asked questions 

regarding COVID-19

• Skin Cancer Prevention
• Helpful guidance on how to be sun smart to prevent the most 

common form of cancer

• HPV Awareness
• Recommendations on steps to take to prevent the six different 

cancers linked to HPV

• Breast Health Guidance
• Educational guidance on prevention and screening for breast 

cancer

• Colon Screening Resources
• Guidance for prevention of colon cancer and information about 

colonoscopy screening

• Caregiver Education
• Resources to provide support for those caring for a loved one 

with cancer



Q&A
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We are leaders in risk, strategy and people. One company, with four global businesses, 

united by a shared purpose to make a difference in the moments that matter.


