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Express Scripts’

Pharmacy Benefit Services
Member Experience

Express Scripts® Pharmacy Benefit Services makes prescription benefits easier to understand and use.
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Through integrated experiences and proactive communications, members receive clear cost information,
timely benefit updates, and personalized guidance to support confident health care decisions.

This resource brings the experience to life with copies of letters and other experience examples,
demos, videos, and ready-to-use member-facing materials—so you can easily understand how member
experience works and promote meaningful engagement for your members.

Click to explore the resources below to learn more, receive guidance, and access helpful next steps.
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MAGAZINE

Advocating for members.
Building a better pharmacy benefit
experience for all, through:

Cost transparency
Ease of use and access
Integrated experiences

Personalized guidance

Designed around what
members need most

o

Evernorth Member Experience
Magazine: a clear, visual look at how
we support members across the
pharmacy benefit journey and how
we’re enhancing the experience
through our roadmap, with examples
of tools, communications, and
enhancements that improve clarity,
confidence, and engagement.
Discover everything about the
pharmacy benefit member
experience—right here.

WEB DEMO APP DEMO
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Website Demo

Password: webdemo

Mobile Demo

[ —

Demos | Member Website and
Mobile App*: narrated walkthroughs
of the end-to-end digital account
experience from a member’s
perspective, showing how members
find information, manage
prescriptions, understand costs,
and use digital tools in real-life
scenarios.

Member Website | Password: webdemo
Mobile App | Password: appdemo

. Client only

. Client to member

NEWSLETTER

Client Newsletter: Stay in the
know! Triannual resource for
what’s new, what’s next, and what
you can opt into to make the
member experience better! Make
sure you’re receiving this
newsletter—ask your account
representative to add you and
keep up with how the member
experience is evolving.

*Currently for client use only. Member-facing demos on the website and app are coming soon.


https://my.comms.evernorth.com/rs/190-RZO-340/images/Evernorth%20Member%20Experience%20Magazine.pdf?
https://my.comms.evernorth.com/rs/190-RZO-340/images/Evernorth%20Member%20Experience%20Magazine.pdf?
https://my.comms.evernorth.com/rs/190-RZO-340/images/Evernorth%20Member%20Experience%20Magazine.pdf?
https://my.comms.evernorth.com/rs/190-RZO-340/images/Evernorth%20Member%20Experience%20Magazine.pdf?
https://www.evernorth.com/form/member-experience-hub?CID=:::MX_Newsletter_April:Visit:3&mkt_tok=MTkwLVJaTy0zNDAAAAGg6QqxP4Y2I9eIR7h0Qs_eIa_9TJ4Torx0fNo60DfYbq0hUqht03fRwez9lwW8bQM1yUlQk88S_1Zx1ABnvw
https://thecignagroup.navattic.com/ESIWebDemo
https://thecignagroup.navattic.com/ESIMobileDemo
https://www.evernorth.com/form/member-experience-hub?CID=:::MX_Newsletter_April:Visit:3&mkt_tok=MTkwLVJaTy0zNDAAAAGg6QqxP4Y2I9eIR7h0Qs_eIa_9TJ4Torx0fNo60DfYbq0hUqht03fRwez9lwW8bQM1yUlQk88S_1Zx1ABnvw
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‘Supporting members through key
heatth core

Member Experiences
Communication Library: a
centralized collection of member-
facing communication examples,
spanning pre-benefit and in-benefit
moments, for solutions your plan may
choose to offer members. Samples
include letters, emails, texts,
promotional materials, and more, so
you know exactly what may be sent to
your members and when.

PBS Member Experience Evolution

EXECUTIVE BRIEF EVOLUTION VIDEO

Toolkit Resources

To help you reach your members we have wo tookis:

. Client only

. Client to member

CLIENT VIDEO HUB MEMBER VIDEO HUB

EVERNORTH

Get ready for a member
experience evolution.
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Digital Adoption Toolkit: easy-to-
share set of materials designed to
help you promote account registration
and adoption of digital tools that
make benefits easier to use and help
members stress less and save more.

mber Experience in Action | Client Video Hub

ransparency,and cngoing ennancements.

Member Experience Client Video Hub:

Executive Brief: a high-level
executive overview of the PBS
Member Experience evolution,
outlining the vision, core
enhancements, and our
commitments to your members
and plan.
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t Education | Member Video Hub

Member Experience Member Video

Video: highlights how Express Scripts
is evolving the member experience to
be more intuitive, transparent, and
personalized—helping members feel
supported and empowered.
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a curated set of short videos designed
to explain the member experience
evolution and how it delivers more
clarity and value for members.

Hub: member-friendly videos on the
member website—before and after
login—that simplify the benefit journey,
making it easier for members to
understand terms, processes, costs, and
tools designed to help them get the most
out of their benefit.*

*Links to member videos in this resource are for client viewing only.
Member videos will be available soon before and after member login to the website and mobile app.


https://my.comms.evernorth.com/rs/190-RZO-340/images/Promo%20-%20DigitalAdoption_Toolkit_Guide.pdf
https://my.comms.evernorth.com/rs/190-RZO-340/images/Client-Facing%20Member%20Experience%20Communications%20Toolkit.pdf
https://my.comms.evernorth.com/rs/190-RZO-340/images/Client-Facing%20Member%20Experience%20Communications%20Toolkit.pdf
https://my.comms.evernorth.com/rs/190-RZO-340/images/Promo%20-%20DigitalAdoption_Toolkit_Guide.pdf
https://my.comms.evernorth.com/rs/190-RZO-340/images/Client-Facing%20Member%20Experience%20Communications%20Toolkit.pdf
https://my.comms.evernorth.com/rs/190-RZO-340/images/Client-Facing%20Member%20Experience%20Communications%20Toolkit.pdf
https://my.comms.evernorth.com/rs/190-RZO-340/images/Promo%20-%20DigitalAdoption_Toolkit_Guide.pdf
https://my.comms.evernorth.com/rs/190-RZO-340/images/Member%20Experience%20Evolution%20Executive%20Brief.pdf
https://my.comms.evernorth.com/rs/190-RZO-340/images/Member%20Experience%20Evolution%20Executive%20Brief.pdf
https://players.brightcove.net/1870967467/HkxyudeW5_default/index.html?videoId=6380050005112
https://players.brightcove.net/1870967467/HkxyudeW5_default/index.html?videoId=6380050005112
https://my.comms.evernorth.com/rs/190-RZO-340/images/PBS%20Member%20Experience%20Client%20Videos.pdf?version=0
https://my.comms.evernorth.com/rs/190-RZO-340/images/PBS%20Member%20Experience%20Member%20Videos.pdf?version=0
https://my.comms.evernorth.com/rs/190-RZO-340/images/PBS%20Member%20Experience%20Member%20Videos.pdf?version=0
https://my.comms.evernorth.com/rs/190-RZO-340/images/PBS%20Member%20Experience%20Client%20Videos.pdf?version=0
https://my.comms.evernorth.com/rs/190-RZO-340/images/PBS%20Member%20Experience%20Member%20Videos.pdf?version=0
https://players.brightcove.net/1870967467/HkxyudeW5_default/index.html?videoId=6380050005112

ARTICLE | EMPLOYEE
SATISFACTION

ARTICLE | DIGITAL
ADOPTION

Driving digital adoption
for a better pharmacy
benefit experience

Article | Driving Digital Adoption:
learn about the importance of
encouraging digital registration,

which empowers members with real-

time information, personalized
guidance, and easier navigation of
their pharmacy benefits.

Reducing cost across. Improving member
the ecosystem outcomes at scale

Member Experience Roadmap:
outlines the member experience
vision, highlights both near- and
long-term enhancements in the
pipeline and includes supporting
information for your review.
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ARTICLE | BETTER
MEMBER EXPERIENCES
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Unlocking employee

satisfaction through
'macy benefits

MEMBER EXPERIENCE

Article | Unlocking Employee
Satisfaction: read insights and
learn from an infographic from
YouGov research showing how a
modern, connected pharmacy
benefit experience can improve
employee trust, loyalty, and
overall satisfaction.

Express Scripts®

Pharmacy Benefit
Services Member
Experience

for yourpeople.

Simplifying your members’ journey—
every step of the way.

s_experlence
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PBS Member Experience Web
Page: an overview on
Evernorth.com of how Express
Scripts is simplifying the
pharmacy benefits journey with
clearer cost visibility, proactive
guidance, and more connected
digital experiences for
members.

. Client only

. Client to member

PBS MEMBER

ROADMAP EXPERIENCE WEBPAGE

Why today’s health
care demands better
member experiences

Article | Today’s Health Care Demands
Better Member Experiences: explore
why today’s members expect simpler,
more transparent health care
experiences—and how improving
experiences drives access and
confidence.
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Contact your account
representative with any
questions or if you don’t
receive or have access to
resources and would like to.



https://www.evernorth.com/articles/digital-adoption-for-better-pharmacy-benefits
https://www.evernorth.com/articles/unlocking-employee-satisfaction-through-pharmacy-benefits
https://www.evernorth.com/articles/unlocking-employee-satisfaction-through-pharmacy-benefits
https://www.evernorth.com/articles/the-demand-for-better-member-experience
https://www.evernorth.com/articles/the-demand-for-better-member-experience
https://www.evernorth.com/our-solutions/express-scripts-pbs-member-experience
https://www.evernorth.com/our-solutions/express-scripts-pbs-member-experience
https://www.evernorth.com/articles/digital-adoption-for-better-pharmacy-benefits
https://www.evernorth.com/articles/unlocking-employee-satisfaction-through-pharmacy-benefits
https://www.evernorth.com/articles/the-demand-for-better-member-experience
https://www.evernorth.com/our-solutions/express-scripts-pbs-member-experience
https://my.comms.evernorth.com/rs/190-RZO-340/images/PBS%20Member%20Experience%20Enhancements%20Roadmap.pdf?version=0
https://my.comms.evernorth.com/rs/190-RZO-340/images/PBS%20Member%20Experience%20Enhancements%20Roadmap.pdf?version=0
https://my.comms.evernorth.com/rs/190-RZO-340/images/PBS%20Member%20Experience%20Enhancements%20Roadmap.pdf?version=0
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