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Translating member 
experience for clients
A consultant’s guide to 
understanding Express Scripts®

Pharmacy Benefit Services

13/2/2026

Presenter Notes
Presentation Notes
Thanks for joining today. We’re excited to walk you through how Express Scripts Pharmacy Benefit Services is evolving the member experience—moving beyond traditional benefit management to deliver a more connected, transparent, and personalized journey for members. Because at the end of the day, we want to ensure that patients are getting the most out of their pharmacy benefits. 
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Key actions Evernorth is taking to simplify member experiences

Evernorth Health Services, “Evernorth Announces New Cost and Transparency Protections for its Express Scripts Patients”, 2025
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Protections for lower 
out-of-pocket costs

Greater 
transparency 

Cost protections:
Members will be protected from paying 
the high list price of their medications.

Improved financial predictability: 
Receiving the benefit of the savings on 
medication costs that Express Scripts 
negotiates, if they don’t already. 

Plan sponsors annual standardized report: 
Discloses costs and pharmacy 
claim-level reporting.

Member annual prescription 
cost summary: Includes breakdown 
of drug costs, including medication prices, 
negotiated savings inclusive of discounts 
and rebates, plan paid amounts and 
total savings.

3/2/2026

Presenter Notes
Presentation Notes
And we are taking these recommendations seriously, Earlier this year, Evernorth announced bold commitments to lower out-of-pocket costs and improve transparency. These aren’t just goals—they’re actions we’re delivering on through meaningful enhancements to the member experience. This includes improving financial predictability, so that members have accurate numbers on how much they are spending, and disclosing costs so they know how we are negotiating on their behalf. We are committed to enhancing the overall experience for members and listening to their needs. 


https://www.evernorth.com/articles/evernorth-announces-new-affordability-and-transparency-reforms
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Transforming the way members engage with their pharmacy benefit

“We know health care and prescription drugs need to be more affordable, and that coverage needs to be more transparent and less complex.” 
Evernorth leadership, January 2025

Deliver personalized guidance
Guide members through timely outreaches 
and digital engagement for savings opportunities 
and a guided experience with a recommendation 
guide. Personalization should help members 
feel seen and supported. 

BETTER SUPPORT

Improve benefit education
Equip members with clear tools and resources that 
explain how to use their pharmacy benefits through 
timely education so members to know what options 
they have and how to use them.

Increase price transparency and affordability
Create greater financial predictability through plan design setup, prospective pricing 
tools and summaries on annual costs and savings opportunities available to build 

trust of member coverage so members feel more confident using it.

TRANSPARENCY BETTER VALUE

Enhanced simplified encounters
Members are educated on their options through a 
simplified experience, making it easier to choose 

where and how they get their medications in a 
way that fits their benefit design. 

EASIER ACCESS TO CARE

Connected experiences
Combine relevant benefit information into fewer, more focused 

messages to members. This helps reduce confusion and makes 
it easier for members to see how the different parts of their 

pharmacy benefit work together—without feeling overwhelmed.

EASIER ACCESS TO CARE

3

EASIER ACCESS TO CARE

3/2/2026

Presenter Notes
Presentation Notes
Starting in 2026, we’re rolling out a new standard experience that transforms the way members engage with their pharmacy benefit by focusing on these 5 experiences. 
Transparency and affordability
Improved benefit education
Delivering personalized guidance
Enhanced and simplified encounters
Connected experiences

All to promote better value, easier access to care, and better support for members. Isn’t that what it’s all about? 
With these enhancements, we're helping members fully understand what their pharmacy benefits have to offer and how they can get the most out of them. And it’s important to call out that these are not solely visions and ideas, these are currently in development and will be launching in the new year!
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How the member experience 
evolution will work

*Standard enhancements begin launching in 2026; availability may vary as features roll out over time. 
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Standard enhancements go live starting in 
2026 to make the pharmacy benefit experience 
easier and more connected.

Members and plans pay nothing additional 
and there is no need to enroll.

Plan sponsors partner with us to drive digital 
registrations and logins, unlocking better 
results from standard enhancements.

3/2/2026

Presenter Notes
Presentation Notes
Now that you have seen what our standard enhancements will look like, here’s a look at how we will partner with clients to maximize the value of these enhancements. 

Starting in 2026, enhancements will go live making the pharmacy benefit experience easier and more connected. 
Clients and members can save time and money, because there is no cost or enrollment required. 
And our mutual clients can partner with us to drive digital registrations to unlock better results for members. 

Next, we’ll take a look at how members can take advantage of these enhancements.
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Members are educated on all their 
prescription options, with guidance on 
how to choose the right pharmacy—
plus access to an industry-first annual 
transparency report

Make recommended changes to your 
prescription and pay up to $45.00 less

This recommendation helps you pay up to $45.00 
less for future fills

Pharmacy A

Greater transparency 
and choice

PHARMACY BENEFIT SERVICES

53/2/2026
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Re-imagined benefit 
education experience

PHARMACY BENEFIT SERVICES

Members are proactively 
educated on what to expect and 
assisted throughout the process 

3/2/2026 6
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Benefit education tips 
throughout the experience

PHARMACY BENEFIT SERVICES

Providing members with proactive, 
helpful tips across the full journey of 
digital and communication experiences

3/2/2026 7
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Improved prior 
authorization experience

PHARMACY BENEFIT SERVICES

3/2/2026 8

Members get information faster so 
they can track prior authorizations 
in real-time, receive timely updates 
and be alerted of PA expirations

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

Request a new prior 
authorization from 
your provider
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Click to view 
Specification Sheet

93/2/2026

https://my.comms.evernorth.com/rs/190-RZO-340/images/Member%20Experience%20Enhancements%20Spec%20Sheet.pdf
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Personalized, intuitive recommendation guide

Specifics and images are representative of enhancements planned starting in 2026 but are subject to change up until launch. Latest updates can be found in the spec sheet. 
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Guiding members through 
the entire benefit journey

Client- specific recommendations 
and pharmacy promotions

Friendly tips on 
how to save

Make recommended changes to your 
prescription and pay up to $45.00 less

This recommendation helps you pay up to $45.00 
less for future fills

Pharmacy A

Preferred pharmacy 
promotion

www.yourplanpharmacy.com

Your Recommended

3/2/2026

Presenter Notes
Presentation Notes
We want all members to be taken care of and feel confident to make the best choices for their own health. The virtual recommendation guide is there to support members every step of the way. 

From client-specific recommendations & pharmacy promotions, savings tips, and member journey navigation, the recommendation guide ensures that members have the right information to make their choices easier, allowing the pharmacy benefit to fall into the background of their lives. 
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New standard experience:
No added costs or need to enroll

Creating a reimagined, more timely benefit education experience
THE FUTURE OF THE PHARMACY BENEFIT MEMBER EXPERIENCE

Specifics and images are representative of enhancements planned starting in 2026 but are subject to change up until launch. 
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Pre-visit coverage email: 
An email sent before doctor visits to help 
members choose the right prescription, 
along with coverage reminder email

Website inbox enhancements:
Easier access to plan updates 
through messages sent on 
Express Scripts website

Cobranded emails:
Available to all clients 
midway through 2026 

Easier access to medications: 
Enhanced map view to quickly find 
nearby pharmacies, with client- 
recommended pharmacies

Custom member messaging: 
Relevant alerts and plan info across 
key website touchpoints 

3/2/2026

Presenter Notes
Presentation Notes
Transparency and affordability is one of our major goals that we are working towards instilling into our member experience, but so is creating a seamless and reimagined benefit education experience. 

Here’s a quick look at some of those enhancements: 
A pre-visit coverage email sent before doctor visits to make members aware of the tools they can use while they're at the point of care to help them choose the right prescription based on their benefit plan design
Making access to medications easier with an enhanced map view of pharmacies
Custom member messaging with relevant, contextual alerts across website touchpoints
Cobranded emails will be available to all clients coming soon
And Website inbox enhancements providing easier communication & access to plan updates

We want members to receive as much information as necessary, so that they can truly understand their benefits. When members are given the tools to learn, the more they will be able to get out of their benefits, giving them more control over their own health. 
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Even more enhancements to support 
plans and members

THE FUTURE OF THE PHARMACY BENEFIT MEMBER EXPERIENCE
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New standard experience:
No added costs or need to enroll

MEMBER ENHANCEMENTS

PLAN SPONSOR ENHANCEMENTS

+ Simplified communications for plan changes: 
Combined announcement message to streamline 
the number of outreaches to members

+ New resources for members impacted by natural 
disasters and other emergencies: Ready-to-use content 
and FAQs for multiple situations

+ Plan sponsor standardized annual report: A report 
that breaks down costs at the pharmacy claim level

+ Digital adoption resources: Goal of increasing online 
account registrations so more members take advantage 
of the new digital enhancements

3/2/2026



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

What a fully connected member 
experience looks like

THE FUTURE OF THE PHARMACY BENEFIT MEMBER EXPERIENCE

*Future-state experience, development in progress.
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Unified experience: Linking solutions, communications 
and touchpoints to deliver a streamlined, simplified experience 
for members

Refreshed branding: Modernized brand design for Evernorth 
Health Services and Express Scripts Pharmacy Benefit Services

Our innovative future*: Connecting all Evernorth® Health 
Services pharmacy capabilities—Express Scripts Pharmacy 
Benefit Services, Accredo Specialty Pharmacy and home delivery 
pharmacies—into a single connected, easy-to-use experience

One connected 
solution

3/2/2026

Presenter Notes
Presentation Notes
Our evolution strategy does not just stop here. We know how digital the world around us is, and we have adapted to ensure that members can access everything they need from the palm of their hand. 

We’re aligning the solutions and services you and members may already using to create a more connected, innovative, and intuitive experience—reducing confusion and improving engagement. 

Our innovative future looks like this:
A new, unified digital experience built on our Evernorth digital platform, ensuring full connectivity between member experiences for Express Scripts Pharmacy Benefit Services, Accredo Specialty Pharmacy, and home delivery pharmacies.

We're creating a less fragmented ecosystem. Members will be able to view all the product & services that plans offer in their prescription plan in one place. Whether that's specific benefit designs, additional services like vaccines or even vendors that are offered. 

We want to ensure that accessing pharmacy benefits and capabilities is as easy as possible, and creating a platform that houses everything members might use will help with that. 






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

Flexibility and forward 
thinking for health plans

THE FUTURE OF THE PHARMACY BENEFIT MEMBER EXPERIENCE

Specifics and images are representative of enhancements planned 
starting in 2026 but are subject to change up until launch. 
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Flexible adoption: Choose out-of-the-box 
or co-branded with guided support 

Future-ready design: Meet rising member 
expectations with smarter, simplified 
experiences

Scalable approach: Test and learn with 
different enhancements and then expand

Client control: Keep full control with more 
tech-enabled customization options

New standard experience:
No added costs or need to enroll

Confidential, unpublished property of Evernorth Health Services. Do not duplicate or distribute. 
Use and distribution limited solely to authorized personnel. © 2026 Evernorth Health Services. 3/2/2026

Presenter Notes
Presentation Notes
Just like today, health plans have complete flexibility in how they adopt our member experience solutions. They can continue to use our out-of-the-box solutions, pull our experiences into theirs, co-brand or more. We’ll partner with plans to determine the best approach. 

We want to meet health plans and their members where they’re at. They know their members best, and collaborating to create a customized member experience can help reach members in a greater capacity. 

We will also continue working with health plans in the future to ensure our experience works to encompass all of their unique needs, because evolving the member experience never stops. It’s a continuous cycle!

Ability to leverage Prior Authorization (PA) experiences whether delegated to ESI or not; if using OnePA, the experience remains equally robust as if ESI were managing PAs.
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Expanded Value 
Solutions Bundle

15

How clients can go beyond standard solutions 
with Express Scripts Pharmacy Benefit Services

3/2/2026

Presenter Notes
Presentation Notes
The Member Experience Evolution is reaching all new heights!

All enhancements described earlier are part of the standard member experience—available to all clients, no enrollment required. The Expanded Value Solutions Bundle (EVSB) shown here is optional and adds further value, but clients do not need to select EVSB to receive the foundational improvements.

Our Expanded Value Solutions Bundle is also available for clients who choose to enroll. 

The path to even more transparency and affordability is just ahead!
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How the member experience 
optional add-on solutions 
will work

*Expanded Value Solutions enhancements begin launching in 2026; availability may vary as features roll out over time. 
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Expanded Value Solutions Bundle is 
available for enrollment, giving members even 
more transparency into all medication costs 
and options.

Choose to enroll in all or select solutions 
from the bundle, each one is designed to 
deliver added value and improved outcomes. 

Plan sponsors continue to partner with us 
to drive digital registrations and logins, 
unlocking better results from standard 
enhancements and optional add-on solutions.

3/2/2026

Presenter Notes
Presentation Notes
Here’s how these solutions will work. 

Clients who choose to enroll in the bundle, give their members more transparency into all medication costs and options. 

Clients can enroll in all, or pick select solutions from the bundle. Each experience will provide added value and create improved outcomes for members. 

Finally, plan sponsors will continue to drive digital registrations unlocking better results from both the standard enhancements and the optional add-on affordability solutions. 
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Next steps to support members and customize their experiences
Building a better pharmacy experience for all. Advocating for members.

*Requires enrollment/additional cost and benefit setup. **Plan sponsors can take any combination of solutions, but the bundle provides the greatest value for plans and members.
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Standard Member Experience [NEW/ENHANCED]

MEMBER EXPERIENCES PLAN DESIGN SETUPS

Advanced Value Solutions

Core Value Solutions

Timely benefit 
education  

Simplified encounters for 
guidance through a plan

Personalized guided 
experience

Point-of-sale affordability 
cost options for members

Greater transparency via 
member experiences

EXPANDED VALUE SOLUTIONS BUNDLE 

OUR UNCHANGING GOAL 

Making it easier for people to use and access care and benefits

3/2/2026

Presenter Notes
Presentation Notes
Here’s a look at what’s offered in the Expanded Value Solutions Bundle. So let’s level-set here:
We’re taking existing proven solutions including some standard solutions in the core value area and enriched solutions in the advanced solutions 
You see there are member experience aspects to these as well as plan design setups 

The Expanded Value Solutions Bundle consists of all of those standard enhancements mentioned prior but also plan design set ups with Core Value Solutions that give members point-of-sale affordability cost options and also the Advanced Value Solutions that add on greater transparency all via the member experiences. 

The ultimate goal is to make it easier for members to use and access their benefits. 

If a client is already enrolled in one of our solutions, that’s a great start. But by adding more products from the bundle, clients can deliver even more options to more members – driving high satisfaction with their benefits and maximizing the value of their investment. 
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Flexible experiences built around clients and their members

The Expanded Value Solutions Bundle delivers 
added value, giving members more transparency 
into all medication costs and options.

*Requires enrollment/additional cost and benefit setup. **Plan sponsors can take any combination of solutions, but the bundle provides the greatest value for plans and members.
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Expanded access and choice: 
Available options like cash discounts at out-
of-network pharmacies and for plan-excluded 
medications, discount card pricing, as well as 
copay assistance

More seamless, easy to 
understand experience: 
New pricing details unlocked through our 
digital tools, so members know their cost 
options prior to prescription pick up

Additional experiences: 
Tailored engagement and 
personalized messaging to 
match chosen solutions

3/2/2026

Presenter Notes
Presentation Notes
Tying back to our commitments to deliver great cost protections and transparency, expanded value bundle members will be able to choose the most affordable option on where and how they get their medications.

The bundle is a client’s solution for covering many medications– giving them the tools to offer the most affordable, transparent benefit possible. With this approach, members will know exactly what they’re paying, if a discount was applied, and feel confident they’re getting real value from their pharmacy benefits. 

Any client currently using, or who adopts, products like Price Assure or other solutions will automatically receive the enhanced member experience starting 1/1. No additional action is needed—existing clients will be included in the rollout and do not need to re-enroll or make new selections to benefit from these improvements.
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Additional solutions can be paired with the Expanded Value Solutions Bundle 
to enrich member affordability, experience and transparency

Expanded Value Solutions Combination
Predictable cost options for members at point-of-sale with enhanced visibility through member experiences, 
including our new annual transparency report. 

19

Out-of-plan options
Negotiated discounts for 

medications and pharmacies 
not covered in plan design

Brand affordability
Point-of-sale savings including 
rebates, copay assistance and 
discount card pricing—powered 

by GoodRx 

Generic affordability
Discount card pricing intelligence—

powered by GoodRx—occurring 
seamlessly at point-of-sale 

Member financial 
transparency

Creating greater point-of-sale 
discounts and visibility

=

3/2/2026

Presenter Notes
Presentation Notes
This Expanded Value Solutions Bundle truly helps members by giving them cost transparency and better affordability for their entire medicine cabinet.

The bundle includes solutions covering: 
Brand affordability with point-of-sale savings including rebates, copay assistance & discount card pricing 
Generic affordability with discount card pricing intelligence that occurs seamlessly at point of sale
And Out of plan options to include drugs and pharmacies not covered by the plan 

All combined to create better member financial transparency and visibility!

 


https://my.comms.evernorth.com/rs/190-RZO-340/images/ME%20Expanded%20Value%20Solutions%20Bundle%20%E2%80%93%20Optional%20Solutions%20List.pdf
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We made commitments—
and we’re just getting started
Visit the Evernorth.com Member Experience 
to help clients understand more about our 
member experience strategy. 

To enroll in expanded value solutions, 
clients should contact their account team. 

203/2/2026
Confidential, unpublished property of Evernorth Health Services. Do not duplicate or distribute. 
Use and distribution limited solely to authorized personnel. © 2026 Evernorth Health Services. 203/2/2026

Presenter Notes
Presentation Notes
But our evolution does not just stop here. We will always be working to create an experience that meets all of clients’ and members’ needs by:

Listening to client feedback and implementing as fast as possible
Creating a patient advisory council to receive member feedback to make sure their expectations are being met by the enhancements we’re creating.

As you can see, a lot of work has gone into what has been released so far this year, and what is coming soon in 2026. Timely, comprehensive and transparent member experiences will continue to be our focus in 2027 and beyond!


https://www.evernorth.com/our-solutions/express-scripts-pbs-member-experience
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Complementary 
resources

213/2/2026
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In 2026, Express Scripts Pharmacy® Benefit 
Services will start to roll out an evolved 
pharmacy benefit member experience for all.

Fulfilling our commitments 
by transforming the way 
members engage with 
their pharmacy benefits

22

W A T C H  V I D E O

Confidential, unpublished property of Evernorth Health Services. Do not duplicate or distribute. 
Use and distribution limited solely to authorized personnel. © 2026 Evernorth Health Services. 3/2/2026

Presenter Notes
Presentation Notes
In Jan. 2025 we announced Evernorth’s commitments (https://www.evernorth.com/articles/evernorth-announces-new-affordability-and-transparency-reforms) to lower patients out-of-pocket costs and expand transparency for both member and clients. We are excited deliver on those commitments by transforming the pharmacy benefit member experience. 



https://players.brightcove.net/1870967467/rUWbqwtfA_default/index.html?videoId=6380050005112
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Additional resources
Click below to view more resources on Evernorth’s approach to member experience, why it matters and key 
consultant-specific content to guide conversations with clients

Member experience overview
+ The Demand for Better Member Experience | Evernorth: 

Explains why member experience matters and strategies to improve it. 
[evernorth.com]

+ Health Services for Members | Evernorth: Details Evernorth’s member-
facing services and tools. [evernorth.com]

+ A Member Experience Evolution Executive Brief

+ Express Script Pharmacy Benefit Services Member Experience

Integrated care model
+ What is Integrated Care? | Evernorth: Overview of Evernorth’s 

integrated care approach and benefits for members. [evernorth.com]

+ Evernorth Health Services | The Cigna Group: Comprehensive look at 
Evernorth’s pharmacy, care, and benefits solutions. [thecignagroup.com]

23

Consultant enablement
+ Who We Serve: Consultants | Evernorth: Resources and positioning for 

consultants, including value propositions and featured services. [evernorth.com]

+ Express Scripts RFPs | Evernorth: Guidance for consultants on RFP processes 
and partnership tips. [evernorth.com]

Member engagement metrics and case studies
+ Case Study: Behavioral Health Metrics Drive Improved Outcomes: Shows how 

standardized metrics improve access and satisfaction. [evernorth.com]

Supplemental resources
+ Unlocking employee satisfaction

+ A Member Experience Revolution: A summary for consultants

3/2/2026
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Member Experience Evolution Summary
(~2:30)

Member Experience Evolution Summary 
(:40 seconds)

Price Transparency
(:30 seconds)

Prior Authorization
(:30 seconds)

Benefit Education
(:30 seconds)

How We Support Your Members 
(~1 minute)

Member experience video library
EXPRESS SCRIPTS PHARMACY BENEFIT SERVICES

243/2/2026
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