CIGNA – We’re here whenever you need us.
CIGNA's innovative 24x7 service model has helped improve our customers’ experience and differentiate CIGNA in the marketplace as a service leader with a strong commitment to improving the health, well-being and security of the people we serve.   

CIGNA is the only company in the industry to offer health care customers comprehensive medical, dental, and pharmacy services 24x7 through our call centers.  Whether a customer needs help with a coverage or claim question, information on heath care professionals, technical support for CIGNA's websites, or nurse advice for an urgent health issue, our staff is there to provide support.  Since instituting 24x7 hours on July 24, 2009 we have fielded over 1 million calls outside normal business hours.  

CIGNA has received inspiring feedback from customers and healthcare professionals – thanking us for being there when they need us.  Listed below are some of their verbatim comments.

From Customers:

"I’m so happy to have the option to call at night, you have no idea what a difference it makes to people who are working and have no access to a phone during the day."

“I normally would have just gone to the emergency room on a Saturday but because you were able to answer my questions and provide a better and less expensive alternative I saved $100.” 

“I wanted to let you know that I love CIGNA and the main reason is that I get to speak to a real person who is very helpful every time I call. I love the weekend hours.”

“Just dialed the 1-800 number and I’m really glad that CIGNA is open – with the kids and work I never have time to call during the week.”

“My employer sent out a communication to all employees that CIGNA now has weekend hours of operation – in speaking with fellow employees, everyone is very excited that they can now call on Saturday since most employees do not have the time to call during the week.”

From Healthcare Professionals: 

“Doctors have Saturday hours too, so the insurance company should be able to provide support in the event a doctor wants to do a procedure and is unsure of coverage or your guidelines. This is well suited to emergency situations where the doctor is willing to take the member on such a basis.”

“Very happy you were open - a patient showed up unexpectedly at our office with an emergency and I appreciate the fact that you answered my call on a Saturday to verify coverage and some specific procedure codes.”

"As far as I know, no other insurance company is open on Saturday to give me the information I need. I appreciate this."

The enhanced 24x7 service capability has also provide our sales partners with a value added tool, strengthening CIGNA's competitive position and contributing toward the objective to retain and grow membership.  

Following are comments received from Senior Sales Leadership about how 24x7 has enhanced our Value Proposition:

Mike Triplett/Regional Segment:  “The 24x7 capability has given CIGNA a major competitive edge.  It is resonating extremely well in the public sector because of the number of employees who work different shifts and extended hours.  Employees such as police officers and fireman and others in the public sector have been thrilled with this service capability.”

Tom Schulte/National Accounts-Southeast Region:  “When customers are informed of the staggering number of member service calls that come in after hours, on weekends, and on holidays, the advantage of 24/7 shifts from a marketing sound bite to reality. This has resulted in a renewed appreciation of CIGNA's customer service, and further recognition of how we lead the competition in this space.”

Ann Asbaty/National Accounts-Northeast Region:  “Our ability to tell the Market we are operating 24x7 tells our customers we are understanding them in a whole new way."  
