EXPRESS SCRIPTS’
PHARMACY BENEFIT SERVICES

Member Experience

Supporting members by simplifying their health care
journey and improving access to care and
medications they need.
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Member Experience
Journey Guide

This guide offers a high-level view of the Evernorth®
Health Services member experience, highlighting
/ how Evernorth capabilities, tools, and programs

work together to create more connected,
supportive experiences for members over time.

Throughout the guide, you’ll see how different
Evernorth business units and capabilities
contribute across key stages of the member
journey, including optional programs that plans
may choose to offer.

For deeper exploration, each section of the
journey provides a closer look at how these

\ solutions show up in real, meaningful ways
across the moments that matter the most to
members.
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With decades of industry expertise, Evernorth® delivers a holistic member
experience that puts knowledge and control in members’ hands from day one.
Grounded in a deep understanding of the health care landscape, we help enable
an experience that members deserve and expect—one centered on their entire

health care journey.

§ Evernorth Oncology

Benefit Services

Express Scripts®

Pharmacy Benefit Evernorth
SENYIEED Benefits
Navigation
(CareNav+)
EVERNORTH E
IN ACTION :
EviCore MD Live
by Evernorth + by Evernorth
/ Evernorth'Specialty Home Delivery
Services
Accredo’® Express Scripts®
Specialty Pharmacy Pharmacy
Freedom Fertility and Evernorth EnGuideS™
Village Fertility Pharmacies Pharmacy
by Evernorth
+ + + +
CuraScript SD \ J
by Evernorth
+ CarepathRx + + + + + + +
+ + + + + + + + + + + +
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Every touchpoint shapes a member’s
health care journey
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Desighed around what
members need most

+ + + aF ar
EASE OF USE & ACCESS ......... . PPN INTEGRATED EXPERIENCES
Making it easier for ............ Bringing together the care
members to find whatthey & e T . : ecosystem to create
need, take action, and move connected experiences that
through their health care @ qu support members across key

journey with less friction. moments in their journey.

COST TRANSPARENCY PERSONALIZED GUIDANCE

S Connecting members to
Q the right information,
=2 tools and support based
: on their individual needs
in moments that matter.

Helping members: __  :
better understand their
benefits, costs, and @
care options, so they -
can make more

informed, confident
decisions.

Across Evernorth, the member experience is anchored in these core
focus areas—addressing where health care most often falls short and
guiding how we deliver a more connected, member-first experience.

© 2026 Evernorth Health Services. Confidential, unpublished property of Evernorth Health Services. Do not duplicate or distribute. Use and distribution limited solely to authorized personnel.
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Express Scripts®
Pharmacy Benefit
Services

Advocating for your members.
Building a better pharmacy
benefit experience for all.




A Look Inside

This section provides an overview of how
Express Scripts® Pharmacy Benefit Services
supports the member experience across the full
pharmacy journey. You’ll find examples of how
we engage members early, guide them through
key moments of care, and deliver clear, timely
information that helps them make confident
decisions.

The pages ahead highlight current experiences,
recent enhancements, and areas of continued
focus—all designed to create a more connected,
transparent, and supportive pharmacy benefit
experience for your members.

For an even closer look at the Express Scripts

member experience enhancements featured in
this section, visit pages 32 and 33.

E£VERNORTH



Guided by insights, focused on impact

Want to know more? See page 35.

71%

would find it helpful to have
educational tools that explain
their pharmacy benefits and
medication costs’

78%

Members want more
than convenience.

expect to see out-of-pocket - They want tools to help make
prescription costs before smarter, faster decisions.
visiting the pharmacy’

30% 80% 42%

of PBS maintenance and want to keep track of all feel their employer
acute users have registered medication information offers benefits that
for an online account’ in one place’ save them money'’

1. YouGov survey of 3K insured Americans, polled in Q2 2025 2. Data in review to reflect most current adoption rate

£VERNORTH
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With your members, every step of the way

EVERNORTH BENEFITS
NAVIGATION
(CARENAV+)
f Want to know more? .,-" Veesesessseses. '-...
SeepageS0 .t pennt®” MEDICAL
o VENDOR ‘ Post-prescription fill
MANAGEMENT Alerts to manage medlca.tlon Member support
K adherence and savings

- and resources
Pharmacy visit Self-service tools
O Tools and insights for @ and feedback
pharmacists and a — opportunities

members

o Prescriber visit

Tools and insights for 8\
prescribers and
s members
PRESCRIPTION
COVERAGE
Benefit
education
Engaging §
coverage

educational tools

Before benefits begin \
Early visibility into
pharmacy benefits

Specifics are representative and subject to change.

£VERNORTH
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@ Easieraccess to care

Every tOUChPOint Shapes a S, Personalized guidance
member’s health care journey © Costransparency

l](,, Integrated experiences
Convenient home delivery

& specialty pharmacy
options make it easier to
access medications

Prescription benefits are safely, affordably, & on Express Scripts provides
explained in plain schedule. continued support and
language—helping .
members understand CIEAIIRY FIE REEE—ERTEEH

members to tools,
experts, & resources
across every stage of their
benefit journey.

=¥ 2z

coverage, costs, & their
plan design before they
need care.

Home delivery & specialty

Member support

Benefit education
& resources
E Post-

Before benefits begin Prescriber visit - .
prescription fill

Retail pharmacy visit

From open enrollment to Members are supported Ongoing support helps
plan year changes, with information helping members manage refills,
members receive clear, them have more informed understand savings
connected communications  conversations at the recommendations, &
so they know what to expect  point of care, including stay on track after a
& how to use their benefits. coverage considerations prescription is filled.
& options.
B2 " B2 (@

IR

Clear guidance helps

[I’T_~] Want to know more about members know where to fill,
the pre-benefit timeline? what’s covered, & how to
See Access on page 39. avoid unexpected costs at

the pharmacy counter.

B (2 (9%
£VERNORTH
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Every touchpoint shapes a
member’s health care journey

2 (@ B2 9% 2 %
Clear explanations of Easy access to maintenance Assistance & advocacy
benefit coverage & costs medications, delivered throughout the benefit

before care. safely & on time. journey.

oa1 -

Chat X

We're here to help

Start a live chat to connect with a person.

Benefits Overview

54T 3 batter UnaarstaNCINg of how yous 3na your B Product 1 Product 2 Product 3

)

How your plan works

You pay the deductible

neh
$3,000.00

Shipping Method

Suandi

Home delivery & specialty

Member support

Benefit education
& resources
E Post-

Before benefits begin Prescriber visit - .
prescription fill

Retail pharmacy visit

Want to know more about
the pre-benefit timeline?
See Access on page 39.

‘Annual Prescription Costs

Welcome to your prescription
benefit by Express Scripts.

$3132.04

==

Open enrollment & clear

communications Pricing & coverage tools Guidance on Ongoing support for
supporting members that support informed where to fill, what’s refills, savings, discounts,
from day one. care conversations. covered, & costs. & next steps.

B2 B B2 9% B2

£VERNORTH
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@ Easieraccess to care ® Timely engagements

Before benefits begin

Members receive support prior to a new plan
year starting through multiple touchpoints: open
enrollment, welcome information, tips for
getting the most out of the benefit and 24/7
. . . . Icon indicates a linked visual if viewing digitally. Click the visual or
access to thelr benefltS via thelr ID Cards. & see page 36 for the Member Experiences Communication library.

Before benefits begin

:% Personalized guidance ® Guided plan recommendations

@Y Wantto know more about
the pre-benefit timeline?
See Access on page 39.

Digital solutions to help members
understand their upcoming plan through
open enrollment and custom landing pages

Seamless onboarding through welcome
communications that introduce plan design

Clear, easy-to-understand education
that helps members navigate pharmacy
benefits

Proactive communications on changes
to network and prescription coverage

£VERNORTH
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Timely benefit education B8 — aa

from the start B = )

[1'?_-] Want to know more about
the pre-benefit timeline?
See Access on page 39. Q NEW | @ ENHANCED | &> EXPANDING

Q o1 2026

Welcome to your prescription
benefit by Express Scripts.

App Setup

Fherrary henafite @ =

L

Filter by available plans

Standard

ightfor you.Check see what pharmacies e in-network, and ind out what medications are

8 $ R

Lean about your benefit Compare Prices Find retail pharmacies

o0 plan deall,nclucing cost and whats,

& Educational video teaching members how

Open enrollment tools help members they can master their member benefits, self-
understand their options to find the best serve with digital tools, and better understand
plan for the upcoming year. elements of their benefit.

{8 Scan QR code above to watch the Pre-Benefit Prep video or
see page 33 to access the member video hub

EVERNORTH [ .
NNNNNNNNNNNNN 2024 & 2026 ~
3
p - S <FirstName> <LastName> ...
s <Address> Your prescription
B —p <Address> I h n
EVERNORTH <City>, <ST>, <Zip-X)XXX> plan has upcoming
NNNNNN services changes.
age your bene
Dear <FirstName> <LastName>,
Activate Account As your prescription plan manager, Express Scripts® Pharmacy Benefit Services wants you to know that your
t prescription plan through <Client Name/employer, plan sponsor or health plan> will be changing soon. Leam
g el
BENEFIT UPDATES
/ Effective <XX-XX- <Filling Pharmacy> will no longer be in your network, and your prescriptions will not
i f XXXX> Disruption- be covered if you fill there. Please consider using home delivery or an in-network
i s b ; Exclusive example retail pharmacy. '
Can'toso-t digital ID card Regteronthe wetsne [l
B e
ns. P Do T Ry Effective XXX <Filling Pharmacy> will no longer be in your preferred network. You could save on
n Getine D 2 Smsivesel Hi Chris XXXX> Disruption- your prescriptions by using a preferred pharmacy. You can continue filling your
B e Preferred example prescriptions at <Filling Pharmacy>, but if you do, you may pay more for your
= 73 i iy medication(s). Please consider using home delivery or preferred retail pharmacy. !
Optinko text messagei
Sy T et el you sires ass and save and ge ore \ /

Convenience

@ e e e e [ e % t
Visit express-scripts com o 2 - .
St el T é) Comprehensive experiences that connect
q q ommunications to alert members to
Welcome kits to guide 3 comin c?han Ses i?\ fhe lean bZaSr includin
members prior to plan year, o anon P g g ©p gM - g
preferred networks, EncircleRx>™, Price

with plan ID card and the ability . .
to cobrand. ID cards are always Assure, and pharmacy and drug disruptions.
Includes letters and emails to members.

available via digital tools.

Add-on options*: Other Evernorth experiences:

+ Custom landing page to connect + Accredo’ Specialty Pharmacy welcome experience
Open Enrollment & other experiences

+ Home delivery (Express Scripts® Pharmacy and
Evernorth EnGuide™ Pharmacy) welcome experience

+ Transition of home delivery prescriptions, seamlessly

{V E R N O RT I I B *Add-on options may come at an additional cost or plan-design requirement.

HEALTH SERVICES 13



https://my.comms.evernorth.com/rs/190-RZO-340/images/Letter%20-%20Welcome%20Kit%20ID%20Cards.zip
https://my.comms.evernorth.com/rs/190-RZO-340/images/Welcome%20Information.zip
https://my.comms.evernorth.com/rs/190-RZO-340/images/Welcome%20Information.zip
https://my.comms.evernorth.com/rs/190-RZO-340/images/Benefit%20Education%20Letter.zip
https://players.brightcove.net/1870967467/default_default/index.html?videoId=6389139140112

@ Cost transparency ® Member visibility

Benefit education
Members receive real-time benefit reminders
through various communications (letters, emails,

texts, notifications, outbound calls) and
recommendations on our member website and app.

=2, Personalized guidance ® Guided plan recommendations

& Icon indicates a linked visual if viewing digitally. Click the visual or
see page 36 for the Member Experiences Communication library.

Page 1/4

B ¢

Benefit education

Website enhancements with custom inbox
messages and on-page messages

Redesigned benefits overview webpage and
personalized savings recommendations

Improved online tools and
recommendation guide to help members
price medications and find pharmacies

Combined communications to
streamline messages about medications
in their medicine cabinet

Short educational videos explaining and
teaching the most complex aspects of
the member journey

Proactive communications on changes
to network and prescription coverage

£VERNORTH

HEALTH SERVICES
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Coverage and clarity when
members need it v =

Page 2/4

Inbax (5 Unread)

Cs-reis 12m oo

Inbox Sun « wour pharmacy netwaork is changing

Starting June 1st, 2024, Kroger pharmacies will
Prescrif g longer be part of your network.

Accoun
© 5mago
fite " "
Benefité , action Required: Choose a covered
medication

View Details

Get your |

w F

Quick link

= Prescriptions 34m age
0l OrderA i ® ¢

£ Benefit Prior authorization required for lisinopr
Targeted inbox messaging allows plans to
customize messages to members, with

analytics to track engagement on message.

See how to submit. See page 36

Q 2026 -

ENERNORTH,

Express Scripts® Pharmacy Benefit Services

Pharmacy benefits
made for you!

Manage it all online—
anytime, anywhere with your
digital account.

Log In Today

Benefits Vary CRP1609301C

USPS Informed Delivery interactive campaign
provides members with a ride-along message
to promote the use of their Express Scripts
digital account.

Add-on options*:
+ Academic Detailing

+ Digital Health Formulary

2025

EVERNORTH:

“Deductible information was
prominently displayed so
that | could find the
information immediately.
Thank you!”

- Member (Jan. 2026)

s @0 )

Your copayments

( whats incudedinyourpian

Product 1 Product 2 Product 3

of-pocket cost

Benefits Overview page shows members how their
plan works, from copays & deductibles to the services
their planis enrolled in, all-in-one place.

Custom on-page messaging can be added to the
Benefits Overview page to provide more plan-specific
details, that are led by client-driven messaging.

See how to submit. See page 36

Q 2026 — <> 2026

Guidance from your plan

Talk to your prescriber about an alternative for Icatibant 30 Mg/3 MI Syringe

We recommend asking your prescriber about an alternative medication that's covered under
your plan. You can check your coverage to learn more about the cost and coverage of other
medications.

Contact your prescriber | Check your coverage |

Recommendation guide includes plan-guided
opportunities to inform members of ways to
make the most of their plan, including savings
opportunities or changes required.

Other Evernorth experiences:
+ Accredo’s Therapeutic Resource Centers (TRCs)

support members of specific disease states

£VERNORTH

HEALTH SERVICES

*Add-on options may come at an additional cost or plan-design requirement.
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Benefit education I Standard (J Cost transparency ® Member visibility

coverage tools available for all %Personalizedguidance’Guided plan recommendations

Self-serve tools members can access 24/7 to see
information on what prescriptions are covered, details

on pricing and even pharmacy services available.

& Icon indicates a linked visual if viewing digitally. Click the visual or
see page 36 for the Member Experiences Communication library.

Page 3/4

&

Benefit education

Coverage tools
available

2026 &> 2026

EVERNORTH ez 7§ EF

Check coverage tool allows members to
search by medication name and NDC for
Compare prices and coverage coverage rules in their ZIP code.

Searchingfor  medication \ forMariyn Riekert (1974)in © 10029

Medicaton name

About this medication

his medication is used to treat acne. It may decrease the number and severity of acne

imples and promote quick healing of pimples that do develop. Tretinoin belongs to.a,
lass of medications called refinoids. It works by affecting the growth ofskin calff” o e, ) sdeettects ) ( Missed dose \

How to use

Read the Patient Information Leaflet if available from your pharmacist before
your doctor or pharmacist

0.01 % gel (gm) Vitamin A Derivatives Wash your hands before applying this medication. Gently clean the affected
of medication (about the size of a pea) in a thin layer as directed by your dod
liquid. For some preparations, you should wait 20 to 30 minutes after cleanin
Information Leaflet, or your pharmacist if you have any questions.

Formulary class Formulary category Use this medication on the skin only. Do not apply to the inner lip area or inst

DERMATOLOGICALS/TOPICAL THERAPY FOR ACNE Avoid getting this medication in your eyes. If this medication gets into your e
THERADY. hands after using the medication to avoid accidentally getting it in your eyes.

Quring the first few weeks of using tretinoin, your acne might appear worse

Read medication details

v

Form and strength Drug type

Showing 10 of 57 results

Pharmacy A

Pharmacy 8 Your price

$75.00 s22s22

Plan discounts applied

Q 2026 Medication details provided for every medication.
With information on how to use, side effects and even
e e what to do when a member misses a dose.

manufacturers 10 help make
essential brand medications
[SLLDEIEETELY  more affordable by applying
avallable discounts to reduce
your costs.

Pharmacy C

Custom on-page messaging can be
added to the pricing details page to
provide more plan-specific
information.

Pricing details provided for
pharmacies near the ZIP code
entered, including if plan discounts
are being applied at point-of-sale.” - _
*Available for affordability products See how to submit. w

£VERNORTH

HEALTH SERVICES
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Accessible tools B ¢ 8
available 24/7 © = E

Page 4/4
Q NEW | @ ENHANCED | & EXPANDING

&S 2026

EVERNORTH:

Find a Pharmacy tool allows members to
search by ZIP code or exact geolocation to
find pharmacies near them.

SAFEWAY PHARMACY
Ccnervors l e ooy

doia

Label

(Find a Pharmacy )

v

Pharmacy Services

+ Open 7 days per week

Q 08002 Filters

+ Vaccines

/ Compounding pharmacy

" Handicap accessible

" Durable medical equipment (DME)

Use my location

Your message here, like client
specific pharmacy promotion.

Read full message

Link Label o 113 ©

4

Custom on-page messaging can be added
to the pharmacy list page to provide more
plan-specific information.

See how to submit. See page 36

Pharmacy details give
members details on
services pharmacies
offer as well as details on
the coverage rules tied to
that pharmacy.

i

—

Pharmacy Details

@ 8010 W Happy. Valley Rd, Peoria
AZ 85383-0000

Q,  (623) 2011615

@ Closed Opens Mon: 8:00 AM

More Hours

Additional Information

& 1-month supplies available
You can pick up short-term
prescriptions at this pharmacy.
& 3-month supplies available
You can pick up long-term
maintenance prescriptions at
this pharmacy.

{ Print Pharmacy Details (=)

A\ .

% “It answered a lot of questions for me,
so I didn’t have to call each individual
pharmacy” - Member (Jan. 2026)

é) Pharmacy network fundamentals educational video to inform members

what a pharmacy network is, how they can benefit by staying in-network,

and how to use our tools to find the best pharmacy for them.

£VERNORTH

HEALTH SERVICES
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https://players.brightcove.net/1870967467/aLvIvoomt_default/index.html?videoId=6387997987112

. . . @ Easieraccess to care ® Status tracking
Prescriber visit

Prescribers are provided everything needed to
match patients to the right drug, pharmacy and
days’ supply to help them safely get the most out of
their prescription benefit.

Page 1/4

B8 A

Prescriber visit

q{; Integrated experiences ® Prescriber connections

& Icon indicates a linked visual if viewing digitally. Click the visual or
see page 36 for the Member Experiences Communication library.

Email before prescriber visit informing
members to check their coverage before they
are prescribed a medication

Pricing and find pharmacy tools to use
while in the prescriber’s office

Physician messaging and access to
prescribing tools (Real Time
Prescription Benefit)

Prior authorization (PA) experience
enhanced for ease-of-use for prescribers
and members

£VERNORTH

HEALTH SERVICES
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Coverage insight at the B8 -
point of care @ (4

Page 2/4
Q NEW | @ ENHANCED | & EXPANDING

Q 2026 orth - Express Scripts

Sunyews Get more from your Express Script
Preheader/Preview Text: Log in to express-scripts.com t Your RX benefits.

EVERNORTH

+ comprere enn
<« Express Scripts® Pharmacy Benefit Services

B o 4

E-Prescribe

Get more from your .

prescription benefit '
-. [ |

Hello [firstName],

Drug

Options

Victoza3-pak

S (/ML) Not Govered

$201.77 s101.02

“'NVICIN“ $207.98 $145.59
I & sincs Your Express Scripts benefits make it easy to save time and money:
+ Compare prescription coverage and costs
+ Check savings opportunities

+ Find the right pharmacy for your plan

Log in to express-scripts.com to review your benefits and explore lower-cost
options at in-network pharmacies.

STRESS LESS and SAVE MORE

Physician messaging & access to

prescribing tools connects EHR/EMR & with Express Scripts benefits,
pharmacy benefits so prescribers are

informed of the member’s plan design, (9 Email prior to a prescriber visit provides
including if a prior authorization is required. guided information on tools members can

Prescriber’s EMR/EHR system must be connected with Surescripts use at the pOlnt-Of-Ca re.

to be receiving information from Express Scripts. . . . . .
g P P Email only experience. Clients are automatically enrolled in
communication experience.

([[Ta Parent or Guardian of]] \

[FirstName] [LastName]

[Address 1] (( I )) URGENT DRUG

[[Address 2] . RECALL/SAFETY

[City], [ST], [Zip-X0XXX] NOTICE

_— Drug Recall experiences guiding both the member &

the prescriber when a medication is recalled.

Left = member letter

A prescriptio bepartofa recallora safety alert

Paticntama have the ekt o et an updated Bl thei curreat ot s affested Bottom = prescriber fax with member details pro vided

Please follow these steps:
o Check thelabelto see ifit matches the drugname andcompany below

* Ifthednzand conpa phasmacy tht flled : (—“&.—ﬂmuc,\a, IO N o )
Drug recall for retail is available as an
Al e e R 3 . .
Recalled Drug: d;::;dDmgPutmcp eason optional add-on*. For home delivery
e pe et Recommendation: (HD) it is available at no cost.

Reason: Reascn Text>
. N - Manufacturer Contact Information:
US. Food and Drug Admmistrationat | 888 INFOFDA (1888 4636332 (TTY T11)orvisit
vy fda govimedwatch.

For More Information:

Dear Dr. Sample:

Ifaddi ded, pl FDA number listed aby

In the last 120 days, you may have prescribed a product with an impacted NDC number. We have
attached a list of Express Scripts members who may have been affected. Adverse events from the

use of preseriptions should be reported to FDA by visiting fda.gov/medwatgh or calling
800.FDA 1088

1 there are any questions about this letter, please call your doctor. Because we respect your clinical judgment, we are including this information only for your
Stacerely, consideration. We hope you find it useful in your practice.

k Sincerely,
\_ Express Scripts /

Add-on options*: Other Evernorth experiences:
+ RationalMed + Cancer care management + MD Live by Evernorth

+ ScreenRx + Therapy-specific programs + Accredo prescriber portal

+ Health Connect 360

*Add-on options may come at an additional cost or plan-design requirement.

£VERNORTH
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https://my.comms.evernorth.com/rs/190-RZO-340/images/Email%20-%20Tools%20To%20Use%20with%20Doctor.zip
https://my.comms.evernorth.com/rs/190-RZO-340/images/ETIP_Recall%20Member%20Letter.docx
https://my.comms.evernorth.com/rs/190-RZO-340/images/ETIP%20Recall%20Prescriber%20Letter.doc

Prescriber visit | Enhanced
prior authorization support

@ Easieraccess to care ® Status tracking

qﬂ, Integrated experiences ® Prescriber connections

Real-time support to navigate the prior authorization
experience, helping members move forward with care.

Page 3/4

B8 A

Prescriber visit
Prior authorization

support

Icon indicates a linked visual if viewing digitally. Click the visual or
see page 36 for the Member Experiences Communication library.

&

Q 2026 W ¢35 2026

_

—-—~2ORY:;
Prior authorization in 3 steps
Express Scripts® Pharmacy Benefit Services Maost take 1-3 days to complete.*
Your prior authorization (]
review is in process. I

2]
I
®

Request received

In review®

Hello [first name],

We have received a prior autherization request, also knj Decision reached

review, from your prescriber for the following medicatig {approved, denied, withdrawn, etc.)

Vanessa k i

[Trulicity SD PEN 0.5mg]
Case ID: [867386031234]
[Dr. last_name]

This means your medication is being reviewed to ensure it is safe, effective
and covered by your plan.

We've started the coverage review. You'll get an email when it's complete,
and you can check the status anytime in your Express Scripts account.

éD Prior authorization (PA) same-day “what
to expect” email provides members with
key information right when a PAis
submitted, providing direct access to
check real-time status.

If PA is automatically approved, member will not receive
communication.

Email only experience. Clients are automatically enrolled in
communication experience.

£VERNORTH

HEALTH SERVICES

EVERNORTH

Prior authorizations >

Ozempic 0.25/0.55ml
injection

Status:  In review

Patient:
Case D

Prescriber:

Original case

First appeal

Second appeal

B3 Guidan|

Third appeal

° Appeal received
| 12/01/2025

@ Appealin review

| ® Learn
@ Decision reached
Denied on 12/01/2025

Details

° Request received
‘ 01/01/2026

PA status tracker keeps
members updated where
their prior authorization is in
the review process. Tracker
can be utilized for externally
managed PAs as well.

o In review

Estimated 1-3 business days
This can take up to 14 days if
weite waiting on information to
make a decision. If you don't hear
back within 48 hours, call your
prescriber to check the status

@ Decision reached

Terry Smith (1968)
0P0725847121

Sanjay Rathi

20


https://my.comms.evernorth.com/rs/190-RZO-340/images/Email%20-%20Prior%20Authorization%20Welcome%20Communication.zip

Reducing friction in prior
authorization B (%

Page 4/4

Q 2026

o Your prior authorization w

& Guidance from your plan

Talk to your prescriber about an alternative for lcatibant 30 Mg/3 Mi

We recommend asking your prescriber about an alternative medicatiol
your plan. You can check your coverage to learn more about the cost
medications.

Contact your prescriber Check your coverage

® Learn how to appeal a decision

Example patient
Example case ID

Example prescriber

PA explanations help understand PAs,
including what steps or changes are
needed to get approval.

Q 2026

SEmm—

Request
Received

In Review

Decision
Reached

TR

Q NEW | @ ENHANCED | &—> EXPANDING

R 2026

£VERNORTH

The prior authorization for the following
medication expires on 06/25/2025. To
continue coverage, please ask your
prescriber to submit a new prior
authorization request.

n’

Express Scripts® Pharmacy Benefit Services

Request a new prior
authorization from your
provider

Hello [firstName],

The prior authorization for your medication(s) is expiring.

(
Vanessa EVERNORTH

[Trulicity SD PEN 0.5mg] Coverage
Prescription #: [98079709)
[Dr. last_name]

<<Month Day, Year>>

<<Patint First Name>> <<Patient Last Name>> [ An important message about
s your <<Client Name>>
prescription plan
<<Chy> <<State>> <<Zip>>
A prior authorization, also known as a coverage review,

medication is being reviewed to ensure it is safe, effect
your plan sponsor's pharmacy benefit rules.

Dear <<Patient First Name>> <<Patient Last Name>>:

Wevantto
to expre.

L. —

E——

Here's

Expiring soon

Case D mo.

Medication name

<< Case 0>

<<Label Text >>

Expiration date
T<PAPUA Ent Dm:i»

Paxil 10 Mg Tablet

Brand drug name for: Paroxetine Hcl

cal 800753 2851

o you
fformation needed or a coverage review. We use this informaton to determine f the

you
bur doctor when the coverage review s complete.

Jeoverage b

this

‘you il be respor
¥

Patient: Marilyn Riekert (1974)
Case Date: Not available

¥ e
[ecications that may be covered by your plan.

A Renew your prior authorization
before it expires on January 25,
2026.

Tell me how to renew /

fyou have

[pscripton 10 card.

ferely

bress Scripts’ Pharmacy Benefit Services

Pase disregard this ette if you are no longer eligile o coverage or if you are no longer
plr ¥

& PA communications notify members of the status

of their PA, including when it’s been approved,

denied and going to expire.

Q} “l loved seeing the prior authorization

video. I love anything that improves health

literacy, and that is a gre
- Member (Feb. 2026)

at tool.”

PA educational video that explains to members
what a PAis, why they may have one, what to

expect, and how to navigate the process.

£VERNORTH
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https://my.comms.evernorth.com/rs/190-RZO-340/images/Prior%20Authorization%20Expiration%20Email.pdf
https://my.comms.evernorth.com/rs/190-RZO-340/images/Prior%20Authorization%20Expiration%20Letter.docx
https://bcove.video/4jSA1Z5

@ Easieraccess to care ® Timely engagements

Home delivery and specialty

S, Personalized guidance ® Guided plan recommendations

p h a rm a c I es @ Cost transparency ® Member visibility

PharmaCIStS receive informatlon tO keep membel’S (qﬁ, |ntegrated exper]ences ° Pharmacyexperiences

safe and help them find the most effective, low-cost

medlcatlon through home dellvery or ACCI'edO & Icon indicates a linked visual if viewing digitally. Click the visual or
see page 36 for the Member Experiences Communication library.

Specialty Pharmacy.

Home delivery & specialty

Automatic refill program and real-
time order tracking

Digital tools for medication management

Flexible payment options and included
standard shipping

24/7 access to licensed pharmacists

Proactive adherence support
and outreach

Home and site-of-care delivery

Therapeutic Resource Centers with
condition-focused pharmacists and
nurses

Smart Path

/%\ Specialty-specific

£VERNORTH
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Easy home delivery and B A0 B a8

specialty support B & @/ (% B

Q NEW | @ ENHANCED | &—> EXPANDING

EVERNORTH

Express Seripts”Pharmacy Abilify
1mg Eocw 0 @

. Estimated delivery by: February 22, 2026
Your order is on the way Order placed: February 18, 2026

J i Order number: 122346678901
[

Processing
e—e—@—o

Shipped  Daivore

Egien s Logowt

Starta new search

Pharmacy prices for Kisqali

Placed

Login to ensck you ians for Impartant dasage NSTUEtions.
ntecaciion detalls, medlcaten slerts 2nd the abily  print forms,

phic Coverage What are stages?  Tier 2- Preferted DrugMedication What are tiers?

Processing

ThiS Infarmatian wil be nine url 02/28/2025

Delivered

Showing § of 46 resuts Distance

Accredo Specialty Mail 3-month supply
e delivery 10 your doo pice. . —

Order 7 728137568142

Accredo Specialty Mail T-month supply 3-month supply
3 $0.00

Covered with limitations @

Shipping Your order is being prepared.
USPS Tracking #: 121284124

View et ang enipping aetass in ==
TR Pause or Cancel Order
View price and coverage @)

Save time on future orders.
2t Up suto-pay ana save tme on fuure
orders.

Shipping Address

7601 Feathercap Drive
Austin, TX 78660

Specialty pharmacy PBS web integration
Shipping Method allows members to check the coverage and
—_ price of their specialty medications.

Real-time order tracking keeps members updated
about when their home delivery medication will
arrive and where itis in the process.

— R Accredo Specialty E£VERNORTH

Fese Sy Bre s Pharmacy mobile app HEALTH SERVICES
e v s e mon provides 24/7 pharmacy
care support for the most
complex conditions right
in the palms of members’

Start automatic refills now
hands.

Automatic Refills

Marilyn (oaro1ns7s)

Accredo® Specialty
Pharmacy

Metoprolol Tartrate Tabs 50mg
Rxe 251900203556
aty

R — e

Automatic refills give members peace of mind when n
their long-term medication is eligible. Members don’t © Legal Noticss and L port
have to manually keep track of the timing of their refills.

Add-on options*: Other Evernorth experiences: R Speciatty-specic
+ SaveOnSP + Home infusions,%\ + Extended payment options

+ EnReachRx + Auto-refill experiences

+ Therapeutic Resource Centers (TRCS)&%\

*Add-on options may come at an additional cost or plan-design requirement.

£VERNORTH
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@\ Easieraccess to care ® Timely engagements

Reta i l p h arma cy Vi S it S, Personalized guidance ® Guided plan recommendations

@ Cost transparency ® Member visibility

Pharmacists receive information to keep members : :
. i l]f, Integrated experiences ® Pharmacy experiences
safe and help them find the most effective, low-cost

medication through retail pharmacies.
& Icon indicates a linked visual if viewing digitally. Click the visual or

see page 36 for the Member Experiences Communication library.

-

Retail pharmacy visit

Pharmacy messaging and coordination of
patient medications

Pharmacy survey for post-fill experience feedback

Pharmacist Resource Center

Courier services

Member videos to understand
formularies and networks

Onsite services beyond prescription fill

Retail reject messaging, with
secondary messaging to Pharmacists

Promotion of plan-recommended
pharmacies

£VERNORTH
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Know where to fill with D BB = B a8
&

predictability 8 = (9 (¥

Q NEW | @ ENHANCED | &—> EXPANDING

It's time to review your
personalized monthly
medication report.
<Specialty
Mes>
Dear member, Client enrollment «<Spacialty sroughk Plan-specific pharmacy
.{:3 Mes> Eu = s . o
9 speciaity- Y
Did you knew your pharmasist can praseribe seriain medications? Ifs al abost bringing required. Becialty-trained pha i Find a Ph
A T oo Teseemam sl Find a Pharmacy
medications, too. BCTIpta.COMISMARtN - 10 see whal
Label
« = v v
i VN R R =Tt s
" " 06002
R — GOVerage o conparsprces and
* Oral contracaptves Manutacturer s
omiment Want to find out about other pharmacy services need for a ANEIAReY AUpanc Iy g S Ty et
* HV therapy location nearby? 6/ <Drug Name> | You made a great choice. No a8
WTIT——— e e rers s s s sanssa] | YOU MeSSage here, lie clent
take advantage of that care beyond the counter. Hf vou have any additional questans, just cal the number on vour el gpacific pharmacy promotion.
Sincerely,
Express Seripts Pharmacy Beneft Services Read full message
Link Label e 13 ©
Get the most out of your benefit!
Toregisier, text’ JOMN 1o B9717, scan the OR code o kg in S W,

members to use their pharmacy as more than just a

dispensing location and save a trip to the doctor. Plan-recommended pharmacies allow you to

Pharmacy location tools on the website show suggest specific pharmacies within
members what pharmacies provide extra services. communications & the digital experience.

@'} Want to learn more about plan
customizations available? See page 40

OFa0)
Fit
BB

We want to hear about your

latest pharmacy experience -l Rate ABC Pharmacy \

675 Poquonock Ave | Windsor, CT 06095-2259

Your Formulary
Your recent fills
avrain 10mg

On a scale of 0 to 10, how likely are you to recommend this pharmacy to others?

“u S & Formularies 101 educational video teaches
Phérmacy survéys give members the members what a formulary is, how it works, and how
opportunity to provide feedback about their they can use the online pricing tool to understand

pharmacy experience. what’s covered before a prescription is even written.

Add-on options:*
+ Cash discounts or discount cards + Medication cost predictability

+ MoreThanRx experiences + Point-of-sale affordability solutions

+ Network solutions

*Add-on options may come at an additional cost or plan-design requirement.

£VERNORTH
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https://my.comms.evernorth.com/rs/190-RZO-340/images/MoreThanRx%20Client%20Toolkit.pdf
https://bcove.video/3LDThNe
https://my.comms.evernorth.com/rs/190-RZO-340/images/Pharmacy%20Interaction_Member%20Survey.pdf

@ Easieraccess to care ® Timely engagements

PO St' p reS C ri pti O n fi ll :% Personalized guidance ® Guided plan recommendations

Members receive plan benefit reminders, access to tools | (7 Cost transparency ® Member visibility
to monitor their medicine cabinet and savings tips based
on prescription analysis to take full control of their care.

see page 36 for the Member Experiences Communication library.

& Icon indicates a linked visual if viewing digitally. Click the visual or
Page 1/4

@

Post-prescription fill

Annualreports: claims history, annual
summary report* and tax review email

Savings tools to get member on the right drug,
right days’ supply, at the right pharmacy

Emails and text messages within 24
hours of an action to guide members

Recommendation guide to provide
tips and tricks throughout the benefit

Combined communications to
streamline the number of
outreaches to members (CCAR)

Explanation of Benefits for Regulated
Markets plans

*Annual reports are not available for members of Medicare plans, who have exclusive access to Explanation of Benefits statements.

£VERNORTH
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Personalized
guidance after filling &

Q
=2

Page 2/4

Q 02 2026

-

Cost breakdown
YYYY PLAN YEAR
cost: $00X

(0000

($0000

—
K,

You paid

® vou

Annual summary report” provides members

an industry-first annual cost summary of their

medications including what the plan paid,
what they paid, what they saved, and any
discounts negotiated on their behalf.

*Annual reports are not available for Medicare clients, who have
exclusive access to Explanation of Benefits statements (see below)

& Explanation of Benefits (EOB) helps
members understand how their
prescription costs were processed,

Home  Proscript

including what was covered and Statements T L
what they may owe. Sartdato Enddate Panyoar e fie : s bl

v

EVERNORTH

Express Scripts® M

Explanation Of Benefits

@ @

Q NEW | @ ENHANCED | &—> EXPANDING

It's time to review your
e personalized monthly
medicationreport.

<City>, <ST> <ZQ-XK=

Exgres:

# rom your gharmacy beneft,

=/ EVERNORTH

Dsg Namne
<Drug Name>
Your monthly
prescription plan review .
@/ «Drug Mame* | You made a great chaice. No J-
Manage your medications anylime and anywhers at express-scf Hello,
" ary addiioral quasso ot the number on you

As your pharmacy benefit manager, we're here 1o help make sure youre getting
the best value for your medication

Based on your plan, you may be able to save money by changing some of your
phamacy options

Seripts Pharmacy Benefit Services

Get the most out of your benefit!
Tosresier, e SO 1 5717, s thes G ende o b

R Find a network pharmacy

You re . and your preseriplion wasn't
covered. If you stillneed it you can log into ind a network pharmacy near you or

k review your pharmacy preferences.

(9 Comprehensive communications coordinate
outreaches across the member’s medicine
cabinet to reduce message volume and deliver
clearer, benefit-aligned actions.

cently went lo an oul-of-network pharmacy,

v

lﬁ_v] Delivered through letters, emails, and texts.
See page 29 for details on the products included.

Reduce clutter. Go paperless!
165 sy to et your Enplanstion
of Benafits statemests o,

Expr
PO Box
St Lo

6582
2, MO 63166.6362

1D Card
000000000000000123456755 o express.sc
JON SMITE or call Member Sevices 2t
bars belo.

100 PARSONS POND DRIVE
FRANKL:

are (PDP) AKENJ 04171234

jons ~  Beefits o Acsount v Help

Your Monthly Prescription Drug Summary
February 2026

Add-on options*:

+ Opioid management

+ Medication drug management

£VERNORTH

HEALTH SERVICES

PDF files require Adobe Acrabat Reaer

Important contact information

Other Evernorth experiences:
+ Evernorth Benefits Navigation (CareNav+)

*Add-on options may come at an additional cost or plan-design requirement.
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https://my.comms.evernorth.com/rs/190-RZO-340/images/Letter%20PBM%20Communication.zip
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Post-prescription fill |

Personalized savings guidance

After filling a medication, members get personalized

@ Easieraccess to care ® Timely engagements

:% Personalized guidance ® Guided plan recommendations

@ Cost transparency ® Member visibility

guidance, helping to explore lower-cost options and stay in

control of their pharmacy spending through Savings Advisor.

& Icon indicates a linked visual if viewing digitally. Click the visual or
see page 36 for the Member Experiences Communication library.

Page 3/4

2025

BiName>
<Address>
<Address>
<City=, <8T> <ZIp-XXXX>

Dear <First Name=<Last Name>,

Evemnorth® wants to let you know
prescriptions. To potentially save
certain type of pharmacy.

Medication

<Specialty Med=
Exdlusive Spedislty

eample

<

@ It’s time to review your
personalized monthly

medication report.

As your prescription benefit manager for your employer, plan sponsor or health plan, Express Scripts by

about some important plan information that affects how you get your
time and money, you may need to fill some of your medications through a

Below is your personalized monthly medication report for your review and consideration.’

Opportunities

Your prescription plan requires you to fill specialty medication with convenient
home delivery through Accredo by Evernorth®, our specialty pharmacy. Call
977 205 0807 i got ctartod and <awoidiciop= paying full coct

Save <§= per month by switching to home delivery from Accredo

T wiew an GowWIEU TSIy O yUur prestipiion spenting, sinpy-iog in al
express-scripls.com and select Prescriptions, then Claims History.

<Brand Name>
ESMOO, ICEML
Do

CAPCY example

Your prescription plan requires you o fill a 3-month supply of your long-term
medication(s) at Express Scripts Pharmacy, Evemorth's home delivery
pharmacy, or =parficipating retail pharmacy= To choose a 3-month supply
at our home delivery pharmacy and <avoid/stop= paying more, log in or
register at <express.-scripts.com/90day= or call 877.779.2867, and we'll

rdoctor oo v prosorinfion,

conta:
Save <8= a month with home delivery frem Express Scripls Pharmacy.

To view and download a history of vour nrescrintion snending._simaly log in at
express-scripls.com and select Prescriplions, then Claims History.

Post-prescription fill
Personalized guidance

EVERNORTH

WEALTH SERVICES

Please review your
medication costs

Hello Betsy,
you fill your prescriptions.

comparing prices.

<Brand Name=>
DAWR Program

example

Show your pharmacist this letter or call the pharmacy and ask to have your
<Brand Name= prescription claim resubmitted with a Dispense as Written
(NAWW) rada nf @ n ansiira yaira naying tha nenaric conayicainsiranca

Save <§> a month by paying the generic copay/c

surance.

ply-iog in at

o
express-scripls ct Prescriptions,

<Brand Name=>
SHD AC example

Your prescription plan requires you to make a choice of where you want to get
‘your leng-term medication(s). Express Scripts Pharmacy, Evernorih's home
delivery pharmacy, is preferred by your plan and may bé your bast choice. But
if you still want to go to a retail pharmacy, tell us that's what you want to do
before your next refill. To get staried at our home delivery pharmacy or to
continue to ill at retail, call us at 877.779.2867 or visit express-

errinte pom/Marid:

Don't wait — save =8> a month by making a choice.

| T view and duwiiivad e Disiviy of your spending, sinpiy ivy in at

&Personalized savings guidance is delivered
through letters*, emails, and texts after a member
fills a medication outside the plan’s preferred
options. Communications guide members to the
website to take action on savings opportunities.

See page 29 for details on the products included.

View your prices

Good news! Based on your plan, you may be able to save money by changing how

We'd like to help you avoid paying more than you need to, so please log in to start

STRESS LESS and SAVE MORE
\ with Express Scripts benefits. Y,

all T -

+1(833) 208-3202 >

Express Scripts:

There may be ways to save when
you fill your prescriptions. View
your choices at esrx.com/options.
STOP to end texts

Savings Advisor, a
proprietary analytics hub,
connects our product
experiences to proactively,
intuitively, and seamlessly
generate recommendations
for members that meet
benefit rules and help to
make members’ lives
simpler...so members can
stress less and save more.

*While the letter template supports multiple products & solutions, members typically see only 1 product message on average, with a max of 4.

£VERNORTH
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https://my.comms.evernorth.com/rs/190-RZO-340/images/Letter%20PBM%20Communication.zip
https://my.comms.evernorth.com/rs/190-RZO-340/images/Email%20-%20PBM%20Communication.zip

Savings guidance within
connected experiences

Page 4/4

EVERNORTH

o

@
868 @ @
9 )

Q NEW | @ ENHANCED | &—> EXPANDING

QD “l don’t think it could be any easier.”

Act now to avoid a cost
& Cower yous prascripton cost by mad

Act now to avoid a cost increa
i Lewer your prescription costs By making som
My Medications. ol

- Member (Dec. 2025)

Quick links

Active Orders

Check Coverage

The website guides members to understand
potential savings, with a dashboard alert
highlighting savings opportunities.

The alert appears only when a savings opportunity is available.

-
Products Included in the

Savings Advisor Experience*

+ Specialty products (i.e., Exclusive Specialty)

+ Simply Save RxS™ for medication switches:
brand to generic or preferred formulary options

+ Home Delivery products (i.e., Exclusive, Select,
and Voluntary)

+ Network products (i.e., Cash Wrap network,
Consumer Connect Plan, MoreThanRxSM,
Preferred networks, Smart90)

+ Affordability products (i.e., Price Assure and
Patient Assurance Program®)

+ Clinical programs (i.e., SafeGuardRx®)

HEALTH SERVICES

)

video hub

Avoid a cost increase for your prescription

We recommend making tnese changes o help reduce yaur costs.

Zocor 20 mg tablet Recommended changes

30-dlay Wialgreens G
dday Wialgy + Switch to simwastatin igonoric for: Zoced

+ Switch to 90-day supply

+ SWiteh 10 an 8pproved phammacy @
1courtesy fillient @

Fulur griee # A ehanges mads Futore price wht chenges

$30.00 $35.00

Recommendations appear for medications
with savings opportunities, providing clear
guidance on the 3 steps members need to take

to achieve savings.
(i.e., brand to generic, 3-month supply, and pharmacy switch)

EVERNORTH

Recommended changes

Switch to a generic medication

Recommended
changes highlight
ways to save while
giving members the
choice of which
action to take.

Change your pharmacy

Scan QR code to watch
the Savings Tools 101
video or see page 33

to access the member

*Product experience is delivered through Savings Advisor for plans enrolled in the product(s).

£VERNORTH
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S, Personalized guidance ® Human support ® Al-driven experiences

Member support and
resources

Members have access to a wide range of tools and

resources designed to support them at every step of their

journey. These offerings work together to make the

experience simpler, more connected and more & Icon indicates a linked visual if viewing digitally. Click the visual or
personalized from start to finiSh. see page 36 for the Member Experiences Communication library.

qf, Integrated experiences ® Ecosystem connections

&

Member support &
resources

Contact center (phone and email)

Contact a pharmacist (phone)

Online chat bot

Digital tools for medication management

On-page surveys and other
feedback opportunities

Patient Advisory Board (for select
members)

Video to educate members on the
self-service digital tools they can
access with an account

&%\ Therapeutic Resource Centers

Specialty-specific

£VERNORTH
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Self-service tools and
feedback loops = (¥

Q 2025 W ¢S 2026

Was this page helpful?

Great! What was helpful about it?

Q NEW | @ ENHANCED | &—> EXPANDING

¥ Scan to learn more about the
&1 Al-enhanced chat experience.

We’'re here to help

Start a live chat to connect with a person.

1500 characters left

On-page surveys give members a direct
opportunity to provide feedback on web & app
pages they interact with. Information is also
used to provide ongoing feedback on
enhancements made or needed to experiences. \ /

Want to know more? See page 35

Benefits Navigation
(CareNav+) provides
members benefits
information to one
solution, simplifying
the entire plan’s
unigue ecosystem.
Client enrollment required.

Must have 20K+ lives for 2026;
10K+ lives for 2027+.

Want to know more?
See page 50

Add-on options*:
+ Dedicated Call Center

+ Cancer care management

+ Monitoring fraud, waste and abuse

Thanks for helping us create a better member experience.

' Al chat bot experience
provides members quick,

' personalized help when
they need answers, without
having to search or wait.

Each chat experience within PBS,
Accredo & Benefits Navigation build on
each other as a technology stack to
ensure members are getting the best
information and quickly.

Start chat

Q Q2 2026

9:41

Home

Earn rewards

Take your health to the next
level with fun challenges,

Welcome to Express Scripts

Recommendations

4 l T |
T

Simple ways to manage stress
Improve mindset with MeQulbrium

T a

Register r&

Welcome to
Express Scripts

To-do Viewall s [ - b o - ]
appeniment é) Educational video teaching members how they
s can self-serve with digital tools to better

understand elements of their benefit.

Medication therapy management
Step therapy

Integrated clinical insights & engagement

*Add-on options may come at an additional cost or plan-design requirement.
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https://players.brightcove.net/1870967467/default_default/index.html?videoId=6389138751112

ARTICLES

G

A milestone year
to remember

EVERNORTH

Driving digital adoption
for a better pharmacy
benefit experience

Why today’s health
care demands better
member experiences

Unlocking employee
satisfaction through
pharmacy benefits

Encouraging digital registration Shares insights and infographic from Explores why today’s members
empowers members with real- YouGov research showing how a expect simpler more transparent
time information, personalized modern, connected pharmacy benefit  health care experiences—and how
guidance, and easier navigation experience can improve employee improving experiences drives

of their pharmacy benefits. trust, loyalty, and overall satisfaction. access and confidence.

WEBSITE & VIDEO

Express Scripts®

Pharmacy Benefit
Services Member
Experience

¥ & - |
e W e
e . embe' ‘
Cahe v [P
fexperience
member experience ! y L \l\
i
An overview on Evernorth.com of how Express Scripts A shortvideo highlighting how Express Scripts is
is simplifying the pharmacy benefits journey with evolving the member experience to be more intuitive,
clearer cost visibility, proactive guidance, and more transparent, and personalized for members to feel
connected digital experiences for members. more supported and empowered.

£VERNORTH
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https://players.brightcove.net/1870967467/HkxyudeW5_default/index.html?videoId=6380050005112
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

Resources and examples that bring the
pharmacy benefit member experience to life
across the broader Evernorth ecosystem.

Scan the QR codes or click on the images to
open the resource.

OTHER MATERIALS

Member Experience in Action | Client Video Hub

o
ransparency, and ongoing enhancements.

Member-friendly videos that simplify foundational and
complex parts of the benefit journey—making it easier
for members to understand terms, processes, costs,
and tools available to make the most of their benefit.

A curated set of short videos designed to explain
the member experience evolution and how it
delivers more clarity and value for members.

Resource Hub

Get ready for a member
experience evolution.

£VERNORTH

HEALTH SERVICES

A high-level executive overview of the PBS Member A centralized hub for resources featured throughout
Experience evolution, outlining the vision, core this guide, bringing together videos, demos,
k enhancements, and our commitments. communication examples, and more. )
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https://my.comms.evernorth.com/rs/190-RZO-340/images/Member%20Experience%20Resource%20Hub.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/Member%20Experience%20Evolution%20Executive%20Brief.pdf
https://my.comms.evernorth.com/rs/190-RZO-340/images/PBS%20Member%20Experience%20Client%20Videos.pdf?version=0

Experience the Express Scripts®
mobile app and website for yourself

Benefits Overview

Website Demo

Password: webdemo

Get Motifications
Stay annnactad with imeartant updstes

Stry aonnm
dalvered 10 your device,

= Prescriptions

J Sae your madication kst

71— Recent Orders
99 Check your order S1alus

(= Automatic Refils
| HEI L —_— stay on Tack

Mobile Demo

Password: appdemo

# Pay a Bill
o hawe s bialance

! Chooza Dalivery
= M et shio wour medication oo 1=
\\-cl,)u_\,\'_u medication to A=

* Demos are not optimized for mobile. Please view on desktop or laptop.

By accessing the demo through the link, the recipient acknowledges that the materials are confidential and may not be shared,
reproduced, or distributed without prior written approval. Access is provided solely for evaluative purposes and remains subject to

any existing nondisclosure agreement in place with Evernorth Health Services.

£VERNORTH
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https://thecignagroup.navattic.com/ESIMobileDemo
https://thecignagroup.navattic.com/ESIWebDemo

[

Q) The fact that I’m a senior citizen that is not technically
o
Built on feedback,

savvy, this was easy to use and understand”

deSigned for impact — Member (Feb. 2026)

COMPETITIVE INTEL

App rating within Apple and Android

CLIENT FEEDBACK

External sources and solutions monitored Client advisory forums

Client-custom request trends

°e, f —DIGITAL ENGAGEMENT

. ]
e Web & app registration trends
.°. Email & text message adoption p—
..° A&/A
L[]
.o. Industry-first J
L]
. PATIENT ADVISORY BOARD
L]
. 35 patients for real-world feedback
5 Provides actionable insights
.
L]
L]
L]
°
3 WEB ON-PAGE SURVEYS
: I
RS Performance tracked on updates to pages
K Verbatim feedback actively tracked
..
L]
..
....
*e o?’
...' Oooooo‘°.... L
9708 —— CONTACT CENTER DATA
Call trends tracked using Al
Performance monitored for ASA & R
Quarterly member PBS survey first call resolution trends +
Metric tied to company scorecard

; MEMBER NPS DATA

Increased 4pts

GREATER TRANSPARENCY ¢ LOWER FRICTION ® HIGHER ENGAGEMENT ¢ CLEARER BENEFIT VALUE
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Helping you support

your members

Client Newsletter

Triannual update that helps keep you
informed on the latest member
experience enhancements, what’s
coming next, and optional opportunities
to enroll in—bringing key updatesin a
more streamlined communication.

Client Toolkits

Thoughtfully designed materials
you can use to guide and support
members.

+ Member Experiences
Communication Library

Evernorth Control Center |
Member Experience Page

A dedicated, centralized page that
helps you self-serve, stay informed,
and provides resources associated
with the PBS Member Experience.

Inbox Messaging & On-Page
Messaging

A built-in way for you to communicate
directly with your members through the
member website, helping share timely
updates, reminders, or plan guidance in a
place where they already visit.

+ Digital Adoption
+ Product Promotion*

*Product promotion toolkits are specific to individual products and may vary depending on
enrollment. Product toolkits can be found within the Member Experiences Communication
Library.

Talk to your account representative or submit a

request through our Digital Alerts Request
Form, or scan the QR code.

Toolkit Resources ¥;

Member
Experience
Communications

Member Experiences by Solution

[swrouarore |
N N : . T
]

Member experiences communication

library: a centralized library of sample 3:g:’tea;::j;pn:':tr;:;ﬂlg;?a:g:?(; Product promotion toolkits*:
member-facing communications that . . 8 . member-ready assets packaged
help you drive adoption of digital to introduce, promote, and

provides visibility into available
solutions and illustrates how members
experience them when enrolled.

£VERNORTH

HEALTH SERVICES

tools that make beneﬁts easiel’ to build awareness of the product_
use and help members save.

MoreThanRx product represented above.


https://forms.office.com/Pages/ResponsePage.aspx?id=yyYbed8_w0e4Xb2fA34-f7ytPvJgQvtHqRYEyzrxx5lUOUVSWDRQRk1FR0tPM0lTUDkwT0hMV1pURC4u&origin=Invitation&channel=0
https://forms.office.com/Pages/ResponsePage.aspx?id=yyYbed8_w0e4Xb2fA34-f7ytPvJgQvtHqRYEyzrxx5lUOUVSWDRQRk1FR0tPM0lTUDkwT0hMV1pURC4u&origin=Invitation&channel=0
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/MoreThanRx%20Client%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/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/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/MoreThanRx%20Client%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/Client-Facing%20Member%20Experience%20Communications%20Toolkit.pdf

Client surveys

Ongoing feedback opportunities that
help us understand your needs—
using your insights to help shape
future member experience
enhancements and priorities.

Advisory Forums & Webinars
Collaborative sessions where you
can share feedback, explore ideas,
and engage in open dialogue.

3-in-1 flyer

RMACY BENEFIT SERVICES

Home delivery flyer
£VERNORTH-

Get your prescription
Get the most from delivered to your door with

your prescription benefits

E ®Pharmacy
Benefit Services helps make them easier to understand, so you can
feel more confident about your medications, know what's covered and
avoid surprises at the pharmacy.

f&y 's mymedication
covered by my plan?

r plan's fistof
. Wi

Just ike your medical plan helps cover doctor visis, your pharmacy
the cost of E

is there 1o help you understand your options and navigate your coverage
— before you need a prescription and along the way if you already
have one - 5o you can make the choices that work for you. Leam more
at express-scripts.com.

Pharmacy benefits that benefit you.

Express Scripts® Pharmacy.

Giving you what you need to support
members with confidence and ease.

Client Service Center

A specialized support channel that
helps clients navigate complex
situations quickly and smoothly,
providing answers and guidance
when additional supportis needed.

In-person and virtual events, plus
reusable flyers, videos, and
educational materials that can be
shared year-round to help members
better understand their pharmacy
benefits.

Q Benefit & Wellness Fairs**

**Benefitand wellness fair materials can be found within the
in the “Benefit Fairs” section.

Who We Are flyer

Express Scripts
Pharmacy Benefit Services

Who we are

Evernorth Health Services and Express Scripts

Express Scripts is dedicated to helping you get the right medication from recommended
pharmacies in your plan for the lowest possible price. With a refreshed brand identity,
Express Scripts® y Benefit itted to delivering the services

Understand What's
Covered Before You Fill

- Avoid Delays With Prior
“r... . Authorization Updates

Will my prescription
need approvals or

Save by Staying in

., YoUT Pharmacy Network

", Getting Started
- Is Simple

ue

you know and trust

Express Scripts’ brand evolution

We ar refresting our branding to more closely ik 0 Ready to create your
Evernorth Health Services® — a health services. online account with
organization designed fo make the system and people Express Scripts?
beter.” Express Scrpts s Evemort's pharmacy P ———
benefit senvios and Wil coninue to help you svess o
less and save more on your prescripion mecications Rt

‘Ask your physiclan f they can access
s s N pharmacy benefits you

Reak-Time Prescrlption Banafit New look, same trusted service G aAToRY T

If they can, ask them to check the “The brand changes update our look and feel, including everyone who depends

medication they'e prescribing. ourlogo and colors. While our branding is evolving, on you

Does ft require a coverage review our commitment to serving you never wavers. These E5%:E

Iike prior authorization? I there changes will not impact the exceptional care or service

an altemative option that’s Just that you receive now o in the future. We will continue

as sffective but costs less? 10 deliver access to the very best care at the very best )

value to those we serve. E
-EVERNORTH- 1

Contact your account representative with any questions or if
+ you don’t receive or have access to resources and would like to.

£VERNORTH
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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

Specifics are representative and subject to change.

£VERNORTH
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EXPRESS SCRIPTS®
PHARMACY BENEFIT SERVICES
MEMBER EXPERIENCE

Focused on
the road ahead

Integrated and

( A ) personalized experience

to guide members

Proactive, individualized

@ support, ensuring we are

there at the right moment

guidance and Al-

Transparent, data-driven
r
supported experiences

Dynamic status tracking
and smart alerts to meet

members where they are

38



Discover what’s next—where
thoughtful designh meets

purposeful evolution

Strategic Roadmap

Explore

Al-Enhanced Chat
- ot

+++++++++
+++++++++

+++++++++

Access

|/
p

Specifics are representative and subject to change.
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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/Introducing%20AI%20Enhanced%20Chat%20Experience.pdf?version=0
https://my.comms.evernorth.com/rs/190-RZO-340/images/Member%20Experience%20Resources.zip?version=0

Plan customizations

Every client’s vision is unique, and our approach is built around partnership
and adaptability. We collaborate closely with you through flexible
configurations that allow us to align with your goals and evolving needs, with
expanded customization available as optional add-on services as your
vision grows.

See plan customizations
in action on the next

pates DD

£VERNORTH

HEALTH SERVICES
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Additional details on plan

customizations

Single Sign On (SSO)
Functionality

Plan Name Visibility

£VERNORTH

HEALTH SERVICES

Co-Branding

Plan-Specific Landing
Page Connecting to
Open Enrollment &

Member Web
+ + + + + +
+ + + + + +
+ + + + + +

£VERNORTH

HEALTH SERVICES

*Images are solely visual representations and examples.
**Features are subject to change based on technological
feasibility and capabilities.

***Plan customizations are based on client selection.

API Integrations

Client Custom
Brand Colors

Client-Specific

Email
Configuration
Client Tailored
Content & Messaging
Updates
+ + + + +
+ + + + +
+ + + + +
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Co-branding allows your logo to appear
alongside ours across key touchpoints,

Pla n C u Sto m izatiO n S including letters, emails, open

enrollment, and the member website,

in action creating a more familiar and consistent

experience for your members.

£VERNORTH

HEALTH SERVICES

Co-Branding

<Firsthame> <LastName>

It's time to review your

<Address>
' ; =Address> personalized monthly
EVERNORTH ‘ Client LOgO . <Gty <6T> <Zip-XH0 medication report.

Express Scripts® Pharmacy Benefit Services

Home  Prescriptins »  Benafits »  Health S Account v Halp v Engisn ~ togout
Dear <First Name><Last Name:>,
As Evernorth's prescription plan manager for <your employer, plan sponscr or health plan>, Exprass Scripts®
Welcome to Fharmacy Benefit Services hes some important information sbout how you get your prescriptions. To get the
: miost from your pharmacy benefit, you may need to fill some of your medicstions through s certsin type of
Express Scripts Sharmaty.

My Medications

Orger refills and manage prescriptions Below is your personalized monthly medication report for your review and consideration.?

Status Medication Opportun

Explore the dashboard by clicking on the
panels to see your avallable prescriptions,
most recent orders, or 1o make & payment

«Spacislty Wed> | Your preseription plan raquires you to fil peciaity medication with conveniant
home delivery through Accreda™ Specialty Fharmsaey, Evernorih's spacisity
pharmacy. Gall 877.895.9697 to get starled and <avoid/stop> paying full cost.

[NEw ]
Active Orders Get OTC products delivered

Add over-the-counter products 1o your
home delivery orders Lo get them sent
securely 1o your door

You need o choose your preferred retsil phammacy. Log in st express-
scripts.com or call B77.663.6765 to tell us your choice. To find out if your
current pharmacy i in network or to find @ participating phamacy nesr you,
log in st express-scripts comipharmacies.

Your preseription plan requires you to make a choice of where you want to get
your specialty medication(s). Convenient home delivery through Aceredo™
Specialty Pharmscy, Evemarth's specialty pharmacy, is preferred by your plan
and may be your best choioe. But if you =fill want to go to a retail pharmacy.
t2ll us thet's what you want to do before your nest refill To get started st our
speciaity pharmacy or to continue to fill at retail, call us st B77.895.9638.

oducts

Make a Payment =+

Your balance: $300.80

Get your prescription delivered

Mave 3 new prescription or locking *Your prescription plan requires yau to make a choice of whers you want ta get

B 2 W presc your speciatty medication(s). Genvenient hame delivery through Accreda®™
torafill an old one? Specialty Pharmacy, Evemartn's specialty pharmacy, is preferred by your plan

and may be your best choice. But if you still want to go to a retail pharmeey,

( Request an R ) tell us that's what you want to do before your next refill. To get started st our
‘specislty pharmacy or to continue to fill st retail. call us st B77.895.9598.
Check Coverage + *Your preseription plan requires you ta fil 8 3-month supply of your long-term
Search by medication Quick links i ipating retsil To <avoidistop> paying mare,

stap
log in or register st <express-scripts.com/30day>.
Save <§> 2 month with 3-month supplies from & participating retail phamacy.

B Order Al-home COVID-19 Tests

..
€ Benefit Notffications [l “Drug Name> | Show your pharmasist this lefizr or c2ll the pharmecy and ek to have your
DAWS Program <Drug Name> prescription claim resubmitied with s Dispense as Wiitten

] [DAVI) code of § o ensure you'rs paying the generic copey/ooinsurance
L,__b How to Get Started with Home Delivery > B Contact us Save <5 2 month by paying the generic copaylcoinsursnce

J + To view and downlosd a history of your prescription spending, simply log in &t

BB B B BB

[ View other benefit plans

express-scripts.com and select Preseriptions, then Clsims History.

N
£VERNORTH
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Plan custo
in action

Plan Name Visibility

Express Scripts® Pharmacy Benefit Services

Home  Prescripions \  Benefits % Account s Help N/

Benefits Overview

Get 4 better understanding of hol__Plan Name | designs your plan.

Plan datails
Group D
URBANACTIVES

How your plan works

You may also see tierad pricing for different types of medications or pharmacies.

Your copayments
What you pay at retail pharmacies

Medicatien ype
Goneric
Prefemed brand

MNon-preferred brand

Pricss ana caverags may vary.

Fill your long-term medications at
maintenance pharmacies
Plan Name _equires many long-term medications to be filled 3t

participating maintenance pharmacies in your network

F5] Converionty fa3-month suppies

5 easiy chack costs atnoorby pharmaties an reoush dalvery

View program detaits

Tools and resources

$

Compare prices

Pians often INCIUGE 3 GedUCTIDIB, COpayments, ang an out-of-pocket maximum. Depending on how!_Plan Name _|designs your plan, you may not seo all three.

mizations

£VERNORTH

HEALTH SERVICES

Plan name visibility ensures members
clearly see their specific plan name
hroughout their experience, helping

reinforce recognition across
communication and digital interactions.

Englsn v LogOut

Subscriber

John Smith (1981}

Fesdback

o vy
$10.00
$30.00
$50.00

Automatic discounts available with your
plan

We help you get the best possible prices for your medication.

Discount card price comparo.

Leam more about discounts

S

> Ctaiens history

 chaims and keop track

£VERNORTH

HEALTH SERVICES

Dear <First Name><Last Mame>,

As Evernorth's prescription plan manager for Plan N ame , Express Secripts®
Pharmacy Benefit Services has some importaftiRformanon SooUt oW yoU get your prescripions. To get the
maost from your pharmacy benafit, you may need to fill some of your medications through a certain type of
pharmacy.

Below is your p lized ¥ dication report for your review and consideration.!

P|an Name i yautoﬁll pecialty medication with o ient
.............. R Accredo Specialty Pharmacy, Evemorth’s specialty
pharmacy. Call 877 895 9697 to get started and <avoid/stop> paying full cost.

JAN
A

You need to choose your prefermed retail pharmacy. Log in af express-
scripts.com or call 877663 6765 to tell us your choice. To find out if your
current pharmacy is in network or to find a participating pharmacy near you,

log in at exp scripts. Ipharmacies.
<Speaelty Med> Plan Name requires you o make a choice of where you want to get
I " A ecially HIV ation(s). Cox ient home delivery through Accredo®™

Speaelty Fhamacy, Evernorth's spacialty pharmacy, is preferred by your plan
and may be your best choice. But if you still want to go to a retsi pharmacy,
tell us that's what you want to do before your next refill. Te get started at our
specislty phamacy or to continue to fill at retail, call us at 877.895.96928.

+ + + - + +
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Single Sign On (SSO) enables a seamless
transition between your platforms and our
website, allowing members to access their

Plan customizations
in action

Single Sigh On (SSO)
Functionality

pharmacy benefits with fewer logins and
less friction.

@

£VERNORTH

HEALTH SERVICES

Client Logo

Home  Coverage &Benefits  Claims&EOBs  Prior Authorization  FindCare  IDCard  Suf

(it Logo

Signing in to Express Scripts

Welcome back, John!

+ Coverage Active
Effective: 01/01/2023 - Present

5500 of $1,500

Out-of-Pocket: 1,200 of $3,000

RX Medication

My Medications

Orager refills and manage prescriptions

acy Benefit Services
Manage Your Health Plan in One Place (Powered by APls). & Benefits Help tnglish v LogOut
. S Dacrible 14
Welcome to

Express Scripts

Explore the dashboard by clicking on the

e e LS RX Medication panels to ses your avallable prescriptions,
mast recent orders, of to make & payment.
Recent Claims View All > ‘ e
B Medication 1 Pending $25.00 Your ID Card Messages
|
| ew ]
[E) Vedication 2 Approved $10.00 3« John Doe 2 New Messages
i Get OTC products delivered
s s \ Member ID: 123456789 Active Orders e
edication c \b
E et Paid $40.00 ok lnbae Add over-the-counter products to your

‘ | Group: H123456
| A e

home delivery arders Lo get them sent

securely to your door

Coverage & Benefits Claims & EOBs Prior Authorizations Find a Pharmacy

API: Claims Data API: Prior Auth Data API: Provider Directory.

API: Eiigbility/Benefts Data

K View Products /

- + + + - - + + + - + +

- + + + - - + + + - + +
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APl integrations allow select member

P la n c u Sto m izati o n S actions and web flows to connect directly

with your existing platforms, supporting a

e e more streamlined and connected digital
In aCtlon experience.

—

.., API Integrations

£VERNORTH

HEALTH SERVICES

£VERNORTH

HEALTH SERVICES

Express Scripts® Pharmacy Benefit Services

L. . Client Logo Home  Coverage &Benefits  Claims &EOBs  Prior Authorization  FindCare  IDCard  Support  Welcome, John
Home Prescriptions ~~ Benefits ~~ Heal 2 ——— .

L Welcome back, John!

My Medications o . Y
X Manage Your Health Plan in One Place (Powered by APIs). L ;)

Order History ("

Claims History N l Prior Authorizations |
. 1] -y
M y Price a Medication "I S + Coverage Active | 5500 of $1,500 RX Medication
e — [—————— ] Rl

Check Coverage | = OutiofPocket: 3120007 $3.000 RX Medication
- - z b e — [In Review |

Automatic Refills [.Recent Claims Vet > | ‘

! i | Medication 1 Pending $25.00 Your ID Card Messages
Find a Pharmacy 2 ) e g
Pharmacy Options a Medication 2 Approved $10.00 2 New Messages >
|| Member ID: 123456789 ‘
Prior Authorizations B osonion s = a0 IS ‘
" Reguest an Rx .
A C Covernge & Benerits Claims & EOBs Prior Authorizations (e Py

API: Eligibility/Benefits Data API: Claims Data API: Prior Auth Data API: Provider Directory

- + + + - + +
1 )
- + + + - - + + + - + +
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Plan customizations

in action

£VERNORTH

HEALTH SERVICES

Benefits ¥

Home  Prescriptions W

HealthSolutions  Account W Help W

My Medications

Order refills and manage prescriptions

Active Orders

Make a Payment
Your balance: 5300.68

Check Coverage

Search by medication

E Fill your prescription at your plan recommended pharmacy ¥

English v Log Out

Welcome to
Express Scripts
Explore the dashboard by clicking on the

panels o see your avallable prescriptions,
maist recent orders, of to Make & payment

Get OTC products delivered

Add over-the-counter products to your
Pame delivery orders o get them sent
securely to your door

View products

Get your prescription delivered

Have a new prescription or looking
to refill an old one?
Request an Rx

Quick links

/

- + + +

£VERNORTH
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identity into the communication and digital

Custom brand colors bring your visual

member experiences to create a more
familiar and cohesive look and feel.

Client Custom
Brand Colors

0go

<Firsthlame= <LastMame=
=Address=
<Address>
<Gity=, <8T> <ZipX000C=

Dear =First Name=<=Last Name=,

pharmacy.

Status Medication

=Specialty Med=

As Evernorth’s prescription plan manager for ¢
Pharmacy Benefit Services has some importanT NTormanon anour now you get your prescriptions. To get the
most from your pharmacy benefit, you may need to fill some of your medications through a certain fype of

EVERNORTH

HEALTH SERVICES

It's time to review your

personalized monthly
medication report.

Plan Name

Express Scripts®

Below is your personalized monthly medication report for your review and consideration.’

Opportunities

Plan Name requires you to fill specialty medication with convenient
home ael hrough Accredo” Specialfy Pharmacy, Evernorth's specialty
pharmacy. Call 877.895.9697 to get started and <avoid/stop= paying full cost.

=Drug Name=>

“You need to choose your preferred retail pharmacy. Log in at express-
scripts.com or call 877.663.6765 to tell us your choice. To find out if your
current pharmacy is in network or to find a participating pharmacy near you,
log in at express-scripts.com/pharmacies.

<Specialty Meds

Plan Name requires you to make a choice of where you want to get
your specialty medication(s). Convenient home delivery through Accredo™
Specialty Pharmacy, Evernorth’s specialty pharmacy, is preferred by your plan
and may be your best choice. But if you siill want to go to a retail pharmacy,
tell us that's what you want to do before your next refill. To get starfed at our
specialty pharmacy or to continue to fill at retail, call us at 877.895,9698.

<Specialty Meds

Plan Name requires you to make a choice of where you want to get
your specialty medication(s). Convenient home delivery through Accredo™
Specialty Pharmacy, Evernorth’s specialty pharmacy, is preferred by your plan
and may be: your best choice. But if you siill wani 1o go to a refail pharmacy,
tell us that's what you want to do before your next refill. To get starfed at our
specialty pharmacy or to continue to fill at retail, call us at 877.895.9698.

<Drug Mame= Plan VName requires you to fill a 3-month supply of your long-term
] retail pt y. To paying more,
log in or register at <express-scripts.com/90day>.
Save =5= a month with 3-month supplies from a participating retail pharmacy.
=Drug Name=> Show your pharmacist this letter or call the pharmacy and ask to have your

=Drug Name= prescription claim resubmitied with a Dispense as Written
(DAW) code of 9 to ensure you're paying the generic copay/coinsurance.

Save =<3> a month by paying the generic copay/coinsurance.
Ta view and download a histery of your prescription spending, simply log in at

express-scripts.com and select Pr then Claims History.

+

+ - +
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Plan customizations

in action

EVERNORTH

HEALTH SERVICES

Client Logo

From: Client Name

Subject: Get more from your prescription benefit

Get more from your
prescription benefit

Hello [firstName],

Your Plan Name | benefits make it easy
to save time and money:

« Compare prescription coverage and
costs
+ | » Check savings opportunities
» Track your orders and prescriptions

Explore your benefits online or ask your

prescriber to send an electronic prescription
+ | to Express Scripts Pharmacy.

. Explore benefits .
+ -lK

£VERNORTH

HEALTH SERVICES

£VERNORTH

HEALTH SERVICES

Client-specific email configuration allows

email communications to reflect your brand

across how emails are presented, logos, and

messaging, helping emails feel more familiar
and relevant to members.

Client-Specific
Email
Configuration

{’ HealthPlan

Welcome back, John!

Coverage & Benefits Claims & EOBs

Manage Your Health Plan in One Place (Powered by APIs).

Prior Authorization Find Care ID Card

Support Wel:ome,}ohn ‘

« Coverage Active

Recent Claims

Office Visit Dr. Smith
ABC Diagnosics

Lab Test ABC Dagnostics
ABC Diagrostics

Physical Therapy Active Care
APt Diagnostics

I Deductible I Prior Authorizations

$500 ot 51500
=
Out-of-Packet: $1,200 of $3,000 e
ion
e DT
viewal > | —

oo R
Approved $10.00 | & John Doe ‘ 2 New Messages >

Member ID: 123456789 | |
Paid Group: H123456 ‘ Gnlnlnhux

$40.00 ‘

Coverage & Benefits

APL: Elgibility/Benefits Data

Claims & EOBs

Prior Authorizations Find a Provider

API: Prior Auth Data

API: Providier Directory

N

+ +
+ +
Signingin to Express Scripts
) + +
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Tailored content and messaging enables
targeted updates within the member

P la n C u StO m izati o n S experience through digital alerts and plan-

preferred pharmacy promotion, allowing

| n a ct | o n important plan information to be presented
that aligns with your communication strategy.

£VERNORTH

HEALTH SERVICES

Content & Messaging
Updates

Home Prescriptions W Benefits ¥ Health Solutions ~ Account ¥ Help W Jdon e ol Log Out -
Massage expines in B3 davs
Client Logo
Get your fluand COVID-19 vaccines

~administered at a local pharmacy

My Medications Read full message # . T E i %
e s manage prescriptions Find a Pharmacy Map  satelie f .t
Search b lyfstats or 78 Code ‘;: e 5
F Q3 ° v i,w; Berkelay 7
I e @ N :
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*Images are solely visual representations and examples.
**Features are subject to change based on technological feasibility and capabilities
***Plan customizations are based on client selection.




Plan customizations
in action

Plan-Specific Landing
Page Connecting to
Open Enrollment Sites &
Member Web

@Gl Client Logo

Express Scripts® Pharmacy Benefit Services

Welcome to your pharmacy
benefit services by Express

Scripts and Client Name

Filter by available plans

[Rr—

= =
[ = || Fome petvmry [P ——

Standard

Filter by available plans

o e Pl Ty ¥aur Plar Hame

o IE

Important Message

Compare Prices Find retail pharmacies

Cleck: yonur Madcaton's price b his pia Find Tha Siasest netweork pRMMACY.

Check Coverage and Prices Find a Pharmacy
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Benefits Overview
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Home  Prescriptions ¥ Benefits ¥

My Medications

Grder rafills and manage prescriptions

Active Orders

Make a Payment
Vour balance: S300.00

Check Coverage

Search by mecication

Plan-specific landing pages provide a
customized entry point that connect
members to open enrollment sites, the
member website, and ongoing plan
resources, creating a more intuitive guided
experience.

Health Solutions ~ Account ¥ Help ¥ English ¥ Log

Welcome to
Express Scripts
Explore the dashboard by clicking on the

panels 1o 522 your avallable prescriptions,
mast racent arders, o ta make & payment.

Get OTC products delivered

nter products to your
ders 1o get them sent

c
s oo
View products

Get your prescription delivered

PR +ove 2 newe presceipton or toking
to refill an old one?
Request an Rx

Quiek links
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Evernorth
Benefits Navigation
(CareNav+)

Transforming the way members
access and experience care
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A Look Inside

This section highlights how Evernorth Benefits
Navigation (CareNav+) unifies the entire
benefits ecosystem together into one easy-to-
use navigation experience—making it simpler for
members to find, access, and engage with high-
quality care and support. Explore Benefits
Navigation features and see how they work
together to improve the overall experience.

Content on the following pages reflects where
the experience is today and where focus
continues—advancing a more connected care
and benefits journey for your members.

Benefits Navigation can support a wide range of
employer needs, with adoption most common
among larger employers (plans must have 10K+
lives). Connect with your account representative
to explore whether enrollment aligns with your
strategic and financial goals.

E£VERNORTH



Welcome to a better
way to benefit

Evernorth Benefits Navigation (CareNav+)
provides compassionate human support
powered by a digital-first benefits platform

We can help change the way you and your members feel
about the complexity of your benefits, vendor
relationships, and access to care.

We recognize that guiding members to relevant benefits and
care is a growing pain point for employers. Evernorth
Benefits Navigation bridges employer solutions, pharmacy,
specialty, virtual care, behavioral, and medical together
while delivering game-changing value to our clients and their
members. Our platform helps simplify administration,
implementation, member utilization, and more.

We understand the challenges members face when trying to
access care and that a lack of understanding of available
benefits and confusing experiences can lead to
disengagement. Evernorth Health Services’ ability

to leverage data and insights from our own, as well as your
plan, ecosystem of clinical and non-clinical solutions allows
us to guide and support members through a hyper-
personalized health care experience.

This document will help your plan evaluate market solutions
by sharing current Benefits Navigation capabilities and
planned enhancements that will drive added value. We’ll
outline how Benefits Navigation can support your key goals
and our vision for its continued evolution to address future
challenges.

About Evernorth Health Services

Hi, Jennifer.
We're happy you’re here.

Answer a few quick questions so we can guide
you to the right support to reach your goals.

@ less than 2 mins.

Benefits Navigation turns your entire benefits ecosystem into
one easy-to-use navigation solution, reducing your benefits
management workload and boosting benefit utilization by:

,Q\ R Working across multiple health plans and your
existing vendor relationships in one platform

Delivering your members to high-quality care

R~

L=a

Providing actionable reporting across your benefits
and vendor relationships

Wellness

Next reward is 3,500 points a

6500
Next reward: [VP label]
Level: 24
Days left to earn: 137 days

Rewards: (VP label)

Evernorth Health Services creates pharmacy, care, and benefits solutions to improve health and increase vitality.

We relentlessly innovate to make the prediction, prevention, and treatment of illness and disease more accessible to millions

of people. Evernorth capabilities are powered by our businesses, including Express Scripts Pharmacy Benefit Services, Express
Scripts® Pharmacy, Accredo® Specialty Pharmacy, EviCore, and MD Live, along with holistic Evernorth platforms and solutions that
move people and organizations forward. All Evernorth solutions are serviced and provided by or through operating affiliates of
Evernorth Health, a wholly owned subsidiary of The Cigna Group (NYSE: Cl), or third-party partners. Learn more at evernorth.com.
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Simplifying your members’ journeys.
Streamlining yours.

Home

Earn rewards

Take your health to the next
level with fun challenges,

rewards, and healthy habits. take action
Recommendations
| i b )
’ 500 Points g 500 Points 500 Points |
>. £ |
w =
i V )
iy o
Simple ways to manage stress > Lower weight to lower risk 2 Manage pain from anywhere 2
Improve mindset with Daylight Make a plan with your provider today Take the next step with Hinge Health

To-do

Viewall 7
x
Find care

Search for providers and
healthcare support.

Get started 7

Vendor performance
management

+ Creating an all-in-one ecosystem +

specifically for your members’
needs, including lifestyle, mind,
money, and medical benefits

+ Effectively evaluating, curating, and
maximizing value for your entire
benefit vendor ecosystem

£VERNORTH

HEALTH SERVICES

Meaningful data
integration

Triggering data-driven personalized  +

recommendations and proactive
care suggestions for members

Mining insights from your entire
ecosystem to deliver on-demand

reporting that illustrates the impact

of each health benefit program

You can bring everything together with Benefits Navigation

+ One seamless digital front door provides access to all available benefits,
tools, and programs

+ Experience tailored for each member based on relevant data

+ Intuitive app plus accessible human guidance makes it easy to find care and

We use data to curate the best tailored experience for members

From the home screen, members have direct access to an immersive wellness
experience powered by our partner, Personify Health. This experience, combined
with actionable, personalized recommendations, allows members to participate in
activities that contribute to a healthy lifestyle.

&
Hyper-personalized
member experiences

Incentivizing and rewarding
members for healthy activities
automatically in the app

Bringing together out-of-pocket
deductible balances, medical and
Rx ID cards

Providing live support through our
Care Guides to help with complex
issues
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TNERMORTY

Built for employers,
by employers

A convenient home for the benefits within
your ecosystem, making it easy for your
members to access what is important to them

Nout Teailncareis as
e a8 You &%

Benefits Navigation categorizes your benefits into intuitive tabs, which
include Medical, Lifestyle, Mind, and Money

Medical o Lifestyle Mind . Money

Coverage and payment Healthy habits Behavioral health support Financial planning

Medical 7} " S
Cigna Healthcare D Pelago Spring Health Fidelity Investments

Quit using tobacco, alcohol, and opiods From the first appointment, to the first Save for retirement and invest in your

a Ph
armacy for good with this app and personal ... birthday, and beyond future with this all in one powerful tool.

Express Scripts by Evernorth

Support:(000) 000-0000
Dental
Cigna Healthcare Dental

GIThrive Daylight
Vision
Cigna Healthcare Vision
Manage digestive health conditions & Cognitive behavioral techniques that Fiscal awareness, assessment, and
symptoms with a digital platform and ... show you how to effectively manage an... planning together in one, easy-to-use
See a provider tool

GENERAL CARE Support: (000) 000-0000

m MDLive L) SilverCloud
Virtual care

Help with anxiety, depression, insomnia,

Consumer Medical i N
Sleepio resilience or stress through Silvercloud
Second opinion and guidance

Imorove sleep with coanitive behavioral

A ¥ B O AR CR =T

Lifestyle Mind Money Lifestyle Mind Money Medical

Creating hyper-personalized member experiences

Our proprietary Augmented Intelligence Engine operates Members have several opportunities to tell us what is
behind the scenes, synthesizing data to curate personalized important to them, including a short assessment where they
and actionable recommendations for each member: canindicate areas of physical and mental health, lifestyle,

) ) o and finance that they may find challenging.
+ Claims - medical, pharmacy, dental, vision, and more

+ Self-reported
+ Vendor claims and engagement

+ Financial-HRA, HSA, FSA, and more
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CareNav+ features

Member experience

+

+

Easy registration and secure login

Core pharmacy capabilities (Express Scripts
Pharmacy), including prescription refill and renewal

Integration with wearable health devices

Wellness platform with rewards, incentives,
and customizable challenges

Preferred name, communication preferences,
shipping and purchase information

Family access and multi-user support
App nudges and reminders for care and screening

Member engagement toolkit with templated multi-
channel outreach opportunities (email, push, chat,
phone)

Care Guides offer empathetic human support via
telephone or via in-app chat

Bilingual mobile app and website (English/Spanish)
Language translation support via phone

Provider search and matching for in-person and
virtual care options

Prescription savings opportunities for eligible
members

Benefits information

Benefits navigation for active U.S. population

Access to carrier ID card info (all major carriers
supported)

Health, dependent care, claims, and accumulator
data

£VERNORTH
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Hyper-personalization

We showcase recommendations and action lists
informed by data and specific to each member, making it
easy to engage in meaningful activities that lead to long
term vitality.

+

+

Relevant health opportunities identified

Personalized recommendations from assessments,
pharmacy, clinical, and lifestyle data

Email and push notifications for guidance
and milestones

Ability to “snooze” recommendations

Vendor/carrier ecosystem

+

+

Navigation with deep connections to vendors,
carriers, and partners to activate the benefits
ecosystem

Ability to connect to client's preferred partners
or a curated group of high-quality partners
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The power of data

Benefits Navigation emerged from an
innovative partnership with one of our largest
clients who sought to build a better health
care experience for their members.

Using an outside-in approach and leaning into the voice of Metrics that matter
the customer, we built Benefits Navigation as a scalable

solution that focuses on four value drivers: Benefits Navigation showcases our vision for the future of

) the member health care experience and our ability to use
* Improving health outcomes predictive analytics to power meaningful engagement.

* Driving better value from your vendor ecosystem Our insights dashboard provides you with actionable
real-time reporting across your benefits and vendor
relationships, enabling multi-vendor accountability, and
* Enhancing health equity more efficient management of your ecosystem.

* Transforming the member experience

CareNav+ Executive Scorecard
Continued

Overarching KPI’s wellness - US only Q Top 5 wellness rewardable actions
1. Weliness Reward (xx,xxx members)
25,000 20,000 2 Walers e (ke i)
eliness activation eliness
Wellness Rewards Earned and Vendor Engagement—Weekly #enrolled questionnaire completions 3. Weliness Reward (xx 00 members)
4. Wellness Reward (xx,xxx members)
5. Weliness Reward (xx,xxx members)

Level 1:222 80
Top 5 rewardable vendor actions s oz s ornavs srete)
Vendor (x xx) B Additional callouts

Vend
Vendor (xoxx) 50,000 35,000 + Additonaltopics of interest

Vendor (x,xxx) s
inique well

Vendor (x,x0x) (each time member "connects"
Vendor (xxxx) to partner site)

Wellness level / reward achieved

Member earnings and redeemed amounts CareNav + Executive Scorecard EVERNORTH
EVERNORTH
$50 $25

Averageeamings per  Average redeemed per
member member (GC only)

seveL 1550 aeveLzsio  mievelasiso $X, XXX, XXX $X, XXX, XXX
B SLEVEL s soNus Total $ earned Total $ redeemed
fo I

EVERNORTH

Robust reporting allows you to This results in cost reductions through avoidable spend and

maximize clinical usage and value and identifies areas where you can optimize your benefits and
track improved outcomes. reduce administrative burden.
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The future of

Benefits Navigation
2026 and beyond

Benefits Navigation continues to drive deeper
personalization that will increase member engagement,
improve member health outcomes, and deliver
integrated data insights resulting in enhanced cost-
efficiency and value. The summary below highlights just
a few of our exciting innovations but is not exhaustive.

+ We continue to refine and enhance delivered features and capabilities

&
Recommendations
Interactive
recommendations that allow

a member to be an active
participant in their journey

‘o

Reporting & outcomes

Continue to drive

gaps in care transparency
and population health
trends

Expand on meaningful
milestones and outcomes

£VERNORTH
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Ecosystem

=

User experience

Personalized member dashboard
with faster access to your
activities, rewards, and journeys

Gain efficiencies in vendor
data integration to maximize
client ecosystems

Standardized data frameworks
to reduce integration
complexities

[~

Innovation

Site search function and Al-Chat
support for 24x7 answers to
common questions

Provider search enhancement to
include brick and mortar locations
and easier access to behavioral
providers

Refined member engagement
activities and approaches, audience
segmentation enhancements

CareNav Light Offering available
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