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5-year member experience roadmap*
PHARMACY BENEFIT SERVICES MEMBER EXPERIENCE

Goals:
BETTER VALUE EASIER ACCESS STRONGER SUPPORT

NEW ENHANCEMENT

01 Better Value
Improve members’ 
perception of value and 
trust in their benefit plan 
through brand awareness, 
visibility to affordability and 
transparency options

03 Stronger Support
Provide better support by 
informing members through 
timely, easy interactions 
through enhanced and new 
experiences that remove 
barriers to care

02 Easier Access
Drive toward expanding 
reach to members and 
seamless connections to 
improve ease of access 
through reachability and 
connected ecosystem

NOW 2027 2028 2029 2030 2031

Personalized needs

 Connected digital ecosystem 
& vendor integrations

Tools for affordability 

AI guidance in chat & 
recommendations

Timely outreaches & surveys

Enhanced digital onboarding

Member annual reports

OON claim experiences

Customized client brand

Deeper healthcare integration 
(i.e., EHRs, pharmacies)

SDOH support

Text channel expansion 
& translation

AI driven digital chat

Search engine 
optimization (SEO)

Client brand expanded 
experiences

Web & app customization 
expansion 

CMS connected experiences

Integration of existing claims 
into OE experience

Connected integration 
across enterprise businesses

Custom SDOH services

Proactive experiences when  
roadblock setups are known

Expanded language 
translations

Care coordinators for hard-
to-navigate experiences

Personalized affordability 
price monitoring 

API connections to 
additional external sites

Clear Evernorth brand 
alignment in experiences

Transparent pricing 
summary of POS savings

Transparent prospective 
pricing of discount options 

Enhanced Prior Auth (PA) 
tracker & communications

Educational video series

*Years shown indicate the year in which members will start 
to see new experiences, with most going live Jan. 1 of that 
year. All dates and items on this roadmap are subject to 
change at any time as priorities or circumstances evolve. 
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