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Cigna’s Clinical Approach:  

Who to call and when?



Clinical Resources



Your Personal Health Team.
A holistic view for better health.
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Case managerCustomer

Pharmacist

Discharge 

planner

Medical 

director

Behavioral 

professional

Social 

worker

Personal 

guide

Single point of contact

Prioritized opportunities

Shared 360° view of the customer

Multi-disciplinary case review

Collaboration tools

Referral and resource connections
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Your Personal Health Team.

5. Trust

You are credible, 

and what we 

discuss is 

important to me

Cigna Care Coaching
®

2. Recognition

I know who you 

are and why you 

are contacting me

4. Expectation

I know how to get ahold 

of you if I am confused, 

fail at changing, get in 

trouble or experience a 

setback

3. Capability

Your guidance 

gives me realistic 

choices that can 

be practically 

implemented in my 

life

Clinicians will address all of the 

influencers affecting improved health: 

• Medical (biometrics, disease, and 

injury)

• Social (workplace, family, 

environment) 

• Behavioral (self-image, readiness to 

change, motivation).

6. Control

I can control my health 

and well-being, and the 

health care system 

around me

7. Power

I am empowered to stay 

healthy and vital

1. Knowledge

I am as aware of my 

health as you are
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Case Management - Specialty
Specialty Case Management capitalizes on expertise and utilize 

resources that are tailored to those conditions.

Chronic 

Kidney 

Disease

High-risk 

Maternity
Neonatal ICU Oncology

Transplant
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Case Management - Behavioral

Beyond traditional medical short-term case management, Cigna 

provides specialized case management to assist with behavioral 

needs

Bipolar
Eating 

Disorder
Autism

Substance 

Abuse

Cross 

Discipline
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Accessing Cigna’s Clinical Resources



Personal, proactive and predictive.
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Cigna One Guide®

Guidance on 

cost-savings

opportunities 

and programs

360°view of 

health information

to drive precise 

actions

Healthy

nudges

at just the right 

moment

Proactive 

connections

to high-value care

Specialized 

support

for complex 

situations

Helpful guidance. Intelligent technology. Empathetic support.
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Easy to reach us, how and when they want.
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Hi Lou,

Based on your recent 

health care activity, it 

looks like you may be 

considering treatment 

for your back pain.

We can help you find 

quality, in-network care 

and spend less.

Proactive outreach

Personal guides

Customer service 24/7 

Clinical service 24/7

Mobile/Web

Click to Chat
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A customer’s highest weighted 

“next best actions” powered by 

Cigna’s OneGuide program 

display under the “Latest 

Updates” section.

“Connect Now” where customers 

can immediately receive guidance 

or medical care 24/7.

Customers can quickly connect 

with a Personal Guide via “click to 

chat” for any help they may need 

along the way from 9AM to 8PM 

(ET). 

Simplifying Guidance
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Simplifying Guidance
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Simplifying Guidance
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Resources for Members

Electronic: myCigna.com

• Enhancements made in 2019 to make the user experience friendlier

• Chat online with an advocate through myCigna

• Access through Cigna mobile app 

Telephonic: OneGuide Team 1-800-Cigna24 (1-800-244-6224)

• Personal Health Team, 24 hour Health Information Line and 

Behavioral can all be reached through the OneGuide team. 

• Express Scripts can be warm transferred through the OneGuide 

team: 1-800-841-3361
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