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Call Us First (CUF)
Senior Advantage Clinic (SAC)

Vivify- Remote Patient Monitoring
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• Registered Nurse for 16 years with most of her 
experience in complex care management

• Started with Optum in 2020 as Call Us First RN 
Case Manager

• Prior to Optum, Stephanie's taught patients how to 
manage their chronic illnesses to reduce hospital 
utilization

• She has experience in improving relationships with 
patient through staff education about trauma-
informed care

Stephanie Schlatter, BSN, RN - Clinical Nurse Leader
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Call Us First (CUF)

What is Call Us First (CUF)?
A 24-hour hotline when patients need health advice. 
Patients can talk to a live, local agent who can help with:

• Scheduling appointments
• Medical advice
• Medicine refills
• Finding specialists (referrals)
• Billing questions and paperwork
• Transportation

Who qualifies?
• Medicare Part B patients 
• Delegated Medicare Advantage patients

Who is the CUF team?
The team consists of PSRs, MA's, RNs, and 
certified care management RNs (RN CCMs).
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The best care comes from a team that knows and understands your health

Patient Service Reps and 
Medical Assistants are 

available Mon-Fri 7am-7pm

After hours calls are 
directed to the RN's

Patient Service Representatives

• Scheduling
• Outreach
• Home Visits
• Uber transportation

• Medication Refills
• Prior Authorizations
• Billing Questions/Concerns
• MyChart Assistance

Call Assist Medical Assistants

• Referral requests/Questions
• DME
• Lab requests
• Letter requests

• Paperwork/Forms questions
• Home Health orders

• Medical Advice
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Telephonic Triage Workflow

Call Us First
Population: Delegated Medicare Advantage and 
Medicare Part B patients
Hours of operation: 24/7 1. Incoming patient call 

dedicated number

2. CUF RN provides triage 
and supports disposition 
decision leveraging access 
to

• Home care education
• Scheduling w/ PCP
• Urgent Care
• Mobile in-home care
• Virtual Care

3. Tracking 3. Tracking

2. CUF RN 
provides ED 
follow up 
includes

• Education 
(resources)

• Scheduling 

1. Outbound 
from ADT list

© 2025 Optum, Inc. All rights reserved. Confidential property of Optum. Do not distribute or reproduce without express permission from Optum.

For Agent Use Only. This communication is not for distribution as a marketing material to the general public.



© 2022 Optum, Inc. All rights reserved. 6

Call Us First RN Team
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Stephanie Schlatter, BSN RN
Clinical Nurse Leader
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Senior Advantage Clinic – Enhanced Urgent Care

Workflow
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SAC:  Initial target conditions (not a complete list)
• Dehydration, gastroenteritis
• Adult failure to thrive, "dwindles", dementia v. delirium, aka "rule out UTI"
• CHF exacerbation
• Hemodynamically stable atrial fibrillation/palpitations
• COPD exacerbation if a recurrent condition (otherwise FURI)
• DVT anticoagulation initiation
• Initial pneumonia treatment (w/o evidence of sepsis on triage)
• Pyelonephritis (if not referred to FURI)

• Renal lithiasis/AKI
• Abdominal pain/diverticulitis (w/o evidence of ischemic 

bowel/AAA on triage)
• Fall from standing/multiple injuries (w/o evidence for severe 

impact mechanism/thinners or ongoing mental status changes 
on triage)

• Palliative Care patients with acute need for symptoms control 
or assistance

• Care Gap Crisis, SNF admission (not during initial rollout)
• Other conditions that prevent ER visits

Population:  Delegated Medicare Advantage plans
Hours of operation:  7:30 a.m. - 7:30 p.m. (Monday - Friday), 8 a.m. -5 p.m. (Saturday & Sunday)
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Workflow
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Vivify – Remote Patient Monitoring
Population:  Delegated Medicare Advantage plans
Hours of operation:  24/7
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