
SM

YOUR PAHO BENEFITS  
WITH CIGNA
8th December 2020



Confidential, unpublished property of Cigna. Do not duplicate or distribute. Use and distribution limited solely to authorized personnel. © 2020 Cigna

WELCOME TO CIGNA
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Senior Client Manager

Michael Halans 

Senior Medical Director

Dr. Inge Schrever

Customer Services Manager 
PAHO Single point of contact

Melissa Restrepo

Cigna’s mission is to help the people we serve improve their health, wellbeing and peace of mind.
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AGENDA
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Welcome to cigna

What you should know about the transition

How to access your services online

Your membership card

Your dedicated customer services team

Access to direct payment

Additional Cigna health services
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AN INTEGRATED, BORDERLESS GLOBAL HEALTH SERVICES COMPANY
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International Organisations office 
headquarted in Antwerp, Belgium

Supporting the IGO sector through 
thought leadership

  
   

Serving +145 IGOs globally including 
clients such as UN, UNDP, World Bank, IMF 
and WHO

   
   

IGO market leader with +60 years of experience,  
  

   

+41 billion USD Revenue

74,000 employees worldwide
  

   

+100 million customer relationships worldwide
   

   

Fortune 100 company
   

   

Global offices in Hong Kong, Dubai &
Bloomfield (Connecticut)   

   

Unique knowledge by monitoring sector trends
  

   

With a dedicated IGO team as your partner in creating a culture of health
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CIGNA IGO HEALTH

Antwerp, Belgium
› Client management
› Medical & non-medical customer services
› Premium & plan member management
› Medical network management
› Supporting services

Madrid, Spain
› Medical customer services

Kuala Lumpur, Malaysia
› Medical customer services
› Case managers

Nairobi, Kenya
› Medical claims centre
› Case managers

Sunrise, USA
› Dedicated customer service

team for PAHO

Santiago, Chile
› Case manager

Geneva, Switzerland
› Local communication officer

5
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ROADMAP OF THE TRANSITION TO CIGNA
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1st January 2021: all services live

› 24/7 Customer Service line : 1-866-210-8388
› Online claiming
› Access to Cigna Network in the USA and worldwide

15h December: welcome email

› Transition flyer + table of benefits
› Activation link email
› Access to personal webpages and mobile app

› E-membership card
› SHI description of benefits and rules
› Provider Search functionality 

Retired staff and dependents will received physical
ID cards in the course of January 2021, electronic
membership cards will be available for active staff,
retirees and their dependents.
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WHAT YOU SHOULD KNOW ABOUT THE TRANSITION

7

Where should I submit my claims?

Treatment received
before 2021?

Provider and member to
send claim to Aetna 

Transition of care: If your current provider is within the Aetna network but outside of Cigna’s 
network, Cigna will reimburse those claims at an in-network coverage for the first 6 months of 2021. 

Treatment received 
after 1st of January 
2021?

Provider and member to 
send claim to Cigna 
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WHAT YOU SHOULD KNOW ABOUT THE TRANSITION
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CARRY OVER BENEFITS

We encourage you to submit 
your claims incurred in 2020 to 

Aetna as soon as possible
(By March 31st 2021)

Cigna will receive all your 
balances prior to January 2021. 

You will be able to view your 
balances online
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FROM DAY 1, WE MAKE IT EASY FOR YOU
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Welcome email  
with personalized video
(December 15th, 2020) 

E- ID cards for active Staff and 
Plastic ID cards for Retirees

Follow-up after 6 weeksPassword email with 
activation link

(December 16th, 2020)

With personalized onboarding communication
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HOW TO ACCESS YOUR 
SERVICES ONLINE?
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YOUR PERSONAL WEBPAGES

FIND INFORMATION FIND A PROVIDER
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www.cignahealthbenefits.com
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YOUR PERSONAL WEBPAGES

SUBMIT & VIEW STATUS OF CLAIMS
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139.63 USD

17,000.00 USD
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YOUR PERSONAL WEBPAGES

GET IN TOUCH

13
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CALL BACK FUNCTIONALITY
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PERSONAL WEBPAGES CIGNA HEALTH BENEFITS APP

https://projects.invisionapp.com/share/9VUCA0JG2DE
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YOUR PERSONAL WEBPAGES: EXTRA
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Instant, real-time access to 
health information on the go

Easy and simple navigation, 
check your balances

Cigna Health Benefits App

THE CIGNA HEALTH BENEFITS APP
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Always have a way to 
contact Cigna 24/7/365

Our mobile apps are available on the Apple App StoreSM and on Google PlaySM for AndroidTM.

24/7 guidance and support in your pocket

Find health care 
providers 

Submit and track  
(photo) claims!

View your family’s 
ID cards
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YOUR MEMBERSHIP CARD
Your personal membership card is your key for an efficient support
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YOUR (ELECTRONIC) MEMBERSHIP CARD AT A GLANCE

ONLINE TIP
Use your personal reference number (533/XXXXX) to log in to your personal webpages on www.cignahealthbenefits.com.
Plastic cards will be provided to retirees only. 

Your personal data1 Your dedicated contact details2 Contact details for health care 
providers3

18

1

2

3
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YOUR MEMBERSHIP CARD

What do I do in case my name is misspelled?

Retiree physical cards: What should I do in 
case I do not receive my card by the 31st of 
January?

Online E-CARDS

19
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YOUR DEDICATED 
CUSTOMER SERVICES TEAM
When you call us in the middle of the night, you won’t just speak to someone who knows 
your language. You’ll speak to someone who cares.
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YOUR DEDICATED CUSTOMER SERVICES TEAM – AT YOUR SERVICE
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For any questions 365/24/7

WW: + 32-3 293 1805

US Toll-Free: 1-866-210-8388

paho@cigna.com

P.O. Box 451989, Sunrise, Florida 
33345 

Call back function: request a call back on the phone number of your choice through 
your personal webpages or the Cigna Health Benefits app

We will organize a quarterly member 1-2-1 session with a Cigna representative
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HOW TO CONTACT US AS OF 1st JANUARY
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CONTACT US

- Cigna 24/7/365
phone line 

- Call me back function

Toll-free line in USA
(1-866-210-8388)

- Email
- Contact form on 

personal webpages
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ACCESS TO DIRECT 
PAYMENT
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ACCESS TO DIRECT PAYMENT
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EASY
ACCESS TO
PROVIDERS

Doctor’s visit
Lab
Medical imaging

Inpatient and 
major outpatient

Membership 
card

Retired staff need to present 
Medicare card to provider for 

primary intervention. Cigna will 
become secondary. 
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SHI RULES – prior approval
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Before seeking planned in-patient 
treatment it is important to contact 
PAHO as per your SHI rules and 

prior approval, providing:

Medical report

Cost estimate (if available)

SHI Officer in HQ/ SHI GSC will 
confirm the approval and

inform Cigna

Once approved you can reach out 
to the provider to arrange 

treatment/admission
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INPATIENT CARE IN THE USA 
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Access health 
care

Medical 
emergencies

Discharge

Access health 
care

You receive 
immediate care
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Precertification 
by Care Allies 

Provider to 
contact 
Cigna

Discharge

   
   

   
   

   
   

   
   

   
   

   
   

   
   

Contact 
Cigna 

Precertification 
by Care Allies 

Higher patient 
responsibility

Check if you need prior approval in the SHI rules – contact PAHO 
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OUTPATIENT CARE
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health care

Medical 
Emergencies

Discharge

Access 
health care

You receive 
immediate care

Higher patient 
responsibility

   
   

   
   

   
   

   
   

   
   

   
   

   
   

   
   

Discharge

You receive 
immediate care

Over 3,600 direct billing outpatient 
providers in 892 cities in 155 
countries on top of the US 
network 

If Applicable, Cigna receive Medicare 
details from PAHO: Medicare will continue 
to be your primary insurance
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INPATIENT CARE OUTSIDE THE USA
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Access health 
care

Medical 
emergencies

Discharge

Pay for 
expenses 
upfront

You receive 
immediate care
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Request for 
Guarantee of 

Payment

Provider to 
contact 
Cigna

Discharge

   
   

   
   

   
   

   
   

   
   

   
   

Contact 
Cigna 

Request prior 
approval from 

Cigna

Provider to 
send claim to 

Cigna

Submit claim to 
CignaOver 35,000 directly contracted 

providers in 185 countries on top 
of the US network

You can find the list of Cigna in-network 
providers across the world via your personal 
Cigna webpages
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ADDITIONAL CIGNA 
HEALTH SERVICES
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GUIDING INFORMED CHOICES WITH DECISION SUPPORT
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Coordinated through Case Management

26%
Change of 
treatment

18%
Surgery 

avoidance

Expert medical opinion changes the 
course of treatment for many 
patients

Access to independent, expert opinions 
of world-class medical experts  

via Teladoc

  
   

Support for serious conditions such as
› Back surgery
› Colon cancer
› Brain tumour
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CHRONIC CONDITION MANAGEMENT PROGRAMME
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A personal approach

Plan members diagnosed with Diabetes or cardiovascular conditions 
receive one-on-one, confidential support from a personal coach
(registered nurse)

Improve overall health 
and quality of life

Improve self-management
skills

Prevent acute care and 
complications

Peace of mind
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THANK YOU!
ANY QUESTIONS?


	Slide Number 1
	WELCOME TO CIGNA
	AGENDA
	AN INTEGRATED, BORDERLESS GLOBAL HEALTH SERVICES COMPANY
	CIGNA IGO HEALTH
	ROADMAP OF THE TRANSITION TO CIGNA
	WHAT YOU SHOULD KNOW ABOUT THE TRANSITION
	WHAT YOU SHOULD KNOW ABOUT THE TRANSITION
	FROM DAY 1, WE MAKE IT EASY FOR YOU
	Slide Number 10
	YOUR PERSONAL WEBPAGES
	YOUR PERSONAL WEBPAGES
	YOUR PERSONAL WEBPAGES
	CALL BACK FUNCTIONALITY
	YOUR PERSONAL WEBPAGES: EXTRA
	THE CIGNA HEALTH BENEFITS APP
	Slide Number 17
	YOUR (ELECTRONIC) MEMBERSHIP CARD AT A GLANCE
	YOUR MEMBERSHIP CARD
	Slide Number 20
	YOUR DEDICATED CUSTOMER SERVICES TEAM – AT YOUR SERVICE
	HOW TO CONTACT US AS OF 1st JANUARY
	Slide Number 23
	ACCESS TO DIRECT PAYMENT
	SHI RULES – prior approval 
	INPATIENT CARE IN THE USA 
	OUTPATIENT CARE
	INPATIENT CARE OUTSIDE THE USA
	Slide Number 29
	GUIDING INFORMED CHOICES WITH DECISION SUPPORT
	CHRONIC CONDITION MANAGEMENT PROGRAMME
	Slide Number 32

