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This book is your guide to those resources. It explains what you can expect during 
the transplant process, and how to manage your health care and health care 
expenses. You’ll learn about:

›	 Your case manager – Here to help you understand your coverage, find answers to 
your questions and help coordinate access to care.

›	 Programs of Designation – The top tier 
transplant programs in the region are 
approved at our “Designated Level.”  
Over 800 transplant programs have earned 
the Programs of Designation ranking for  
cost and quality outcomes.

›	 Travel benefits – Up to $10,000 maximum 
benefit for eligible travel expenses.

›	 Medicare – How Cigna and Medicare work 
together to provide coverage. (Please see 
page 5.)

›	 Medication tips – Safety information about 
taking prescription medications.

›	 Mental health tips – Ways to help relieve stress during this difficult time.

This book makes it easy to understand our program. And that makes it easy for you 
to focus on more important things, like your health.

Keep in mind, this book outlines the most common transplant benefits offered. 
However, the terms of your specific health plan may differ somewhat from the 
covered services described here. Please be sure to check your health plan to confirm 
your benefits. Your case manager can also help you understand your benefits.

Facing a transplant procedure can be overwhelming. But it’s not something you 
have to face alone. With Cigna LifeSOURCE Transplant Network®, you’re surrounded 
by people and services to help support you during this difficult time. 

Welcome to the Cigna LifeSOURCE Transplant Network.

You’re not alone

My case manager

Name: 

Phone: 800.668.9682  Extension: 

CignaLifeSOURCE.com
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Your case manager
At a time like this, you could use a helping hand. Your Cigna LifeSOURCE case 
manager is ready to help. Your case manager is trained as a registered nurse,  
and in transplant case management. He or she is here to answer all of your 
coverage questions.

A helping hand

How your case manager 
can help
Your case manager is your main contact 
at Cigna. A valuable resource for you 
and your family, your case manager will 
get to know your situation, so that he 
or she can offer personalized guidance 
and support. Your case manager won’t 
ask you confusing medical questions. 
Instead, he or she will always talk with 
you in clear, simple terms.

Specifically, your case manager can:

›	 Help you make the most of your 
coverage

›	 Connect you with Programs of 
Designation 

›	 Coordinate certifications you need 
before seeing a doctor

›	 Explain what happens when it’s time 
to leave the hospital

›	 Help you and your doctors manage 
your follow-up care

Your case manager can’t offer treatment. 
That’s the role of your doctors and 
medical team. Also, your case manager 
doesn’t process your transplant medical 
claims. That’s done by a special claims 
department. You can call LifeSOURCE 
customer service at 800.287.0539.

Getting in touch
To reach your case manager, call 
800.668.9682. Your case manager 
is available Monday through Friday, 
8:00 am to 6:00 pm (ET).

›	 For emergencies Monday through 
Friday after 6:00 pm (ET), and on 
weekends, call the Health Information 
Line (HIL) at 800.564.9286

At all other times, you can leave a 
message on your case manager’s 
confidential voicemail. He or she will 
return your call as quickly as possible.
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Programs of Designation
We’ve reviewed every transplant program in the Cigna LifeSOURCE network for 
cost and quality outcomes. We’ve labeled the top-ranking programs as Programs of 
Designation. This allows you to choose a facility that has a top-ranking transplant 
program for your specific need. 

Excellence is all around you

Programs of Designation meet strict 
quality standards for:

›	 Patient and graft outcomes

›	 Staff training and experience

›	 Number of transplants performed

›	 Amount of time it takes to get a 
transplant

›	 Number of people who died while on 
a waiting list

›	 Availability of housing and 
transportation for patients’ families

›	 Easy to get to location

›	 Availability of transplant organs  
in the area

Other transplant programs
Other transplant programs are available, 
but they haven’t met the standards 
of Cigna LifeSOURCE Programs of 
Designation. These programs are called 
Contracted programs. These programs 
do meet the minimum standards set by 
the Centers for Medicare and Medicaid 
Services. You may or may not have 
coverage for these programs.

Finding a Program of 
Designation
For a complete listing of our Programs of 
Designation and Contracted programs, 
go to CignaLifeSOURCE.com. Select  
“I Want to: Find A Facility” and scroll to 
the bottom of your screen.

Your coverage
Your case manager can help you 
understand your coverage. You may 
have to pay a copay (the amount you 
pay at each visit) or deductible (the 
amount you pay for covered services 
before your plan starts to pay). You may 
not be covered at 100%.
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Your travel coverage
Your transplant procedure may take place far from home. As part of your coverage, 
you may be able to be eligible for up to $10,000 for certain travel-related costs 
depending upon your health plan benefits.

Traveling for a transplant

Who’s eligible
To be eligible for travel expenses, 
the patient must be approved for a 
transplant at a Cigna LifeSOURCE 
Program of Excellence that is more 
than 60 miles away from his or her 
home. One companion or caregiver will 
be covered for an adult patient; two 
caregivers may be covered for a child 
patient (under age 18).

What’s eligible
To be eligible for the travel benefit, an 
expense must be for transplant-related  
care. The expense also must be 
related to travel to and from the 
transplant center.

Below are lists of both eligible and  
non-eligible items. These lists don’t 
include everything – they just call 
out the most common travel-related 
expenses. For details on a specific item, 
please call your case manager.

Eligible expenses
Travel
›	 Air, train, ferry or bus travel by 

commercial carrier to and from the 
transplant center

›	 Car rental or use of personal car to 
and from the transplant center

›	 Gas, tolls and parking (for eligible 
accounts)

›	 Taxi and shuttle services to and from 
the transplant center

Lodging
›	 Hotel and housing related to visits or 

admission to the transplant facility 
(limitations apply)

Donor travel coverage
Travel and lodging will be covered 
for a relative, friend or acquaintance 
who is approved as your living donor. 
It will be covered from the time the 
donor travels to the transplant center 
for the donation procedure (inpatient 
or outpatient) until discharged from 
the hospital to travel back home, or 
up to 30 days after discharge from 
the donation procedure if donor has 
any donor-related complications. The 
same eligible expenses and travel 
distance described above apply to travel 
coverage for the donors. Companion/
caregivers are not covered for donors.

Non-eligible expenses
›	 Transplant services, including 

evaluation testing, done outside the 
transplant facility.

›	 Pre-transplant, non-transplant 
procedures, such as bariatric surgery.

›	 Lost wages due to time off from work
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End-stage renal disease 
and kidney transplants – 
Medicare eligibility
Do you have end-stage renal disease 
(ESRD) and are on dialysis? Will you be 
receiving a kidney transplant without 
having started dialysis prior to the 
transplant?

If you answered yes to either of the 
above questions, you may be eligible for 
Medicare Part A and Part B, regardless 
of age.

Review your health benefit plan for 
coverage limitations that may apply 
when you are eligible for Medicare. Your 
benefit plan may assume enrollment in 
both Medicare Part A and Part B and 
pay as secondary even if you are not 
enrolled in Medicare. Follow up with 
your transplant case manager to discuss 
your particular benefit plan.

To learn more about Medicare, or see if 
you qualify to enroll:

›	 Call 800.772.1213, for the hearing or 
speech impaired, call 800.325.0778

›	 Apply online at www.medicare.gov 

›	 Visit your local Social Security office 
to request enrollment in Medicare 
Part A and Part B

If you are facing a kidney transplant 
and have Medicare as your primary 
insurance, you’re usually still eligible for 
Cigna LifeSOURCE services as long as 
you’re treated at an in-network Cigna 
LifeSOURCE center. These services may 
include travel benefits. For more details, 
please call your case manager.

Working 
together

›	 Books, magazines, theater tickets or 
other entertainment

›	 Loss of money or loss of/damage to 
luggage or clothing

›	 In-room movies, Internet fees or 
minibar items

›	 Alcohol or tobacco

›	 Over-the-counter medications

›	 Prescription medications

›	 Fines or traffic tickets

›	 Deposits for housing, utilities and 
other fees (expenses for primary 
residence are not covered)

›	 Travel outside the United States 
(except for Puerto Rico and the 
Virgin Islands)

›	 Health care copays (the amount you 
pay at each visit) or coinsurance (the 
percentage of the cost you pay after 
you meet your deductble).

›	 Personal car expenses, such as 
repairs, tires and oil changes

›	 Insurance for rental car, airfare, 
housing or lodging

If you have any questions about travel 
coverage, please call your case manager. 
Once you’re approved for travel 
coverage, you’ll get a welcome letter and 
Travel Program Instructions document in 
the mail. This will provide more specific 
details and a longer list of items that are 
and are not eligible for coverage.
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Transplant zones
The transplant process is divided into four “zones.” This helps you know what to 
expect, every step of the way. Here’s what happens in each zone.

Understanding the journey

Zone 1: Evaluation
An evaluation helps determine if a 
transplant is truly your best option to live 
a full life. It’s performed by your doctor 
at your transplant facility (if testing is 
done outside of transplant facility, travel 
is not covered). Your evaluation will help 
determine three things.

1.	 If you need a transplant

2.	 If you’re healthy enough to have  
the procedure

3.	 If a transplant is your best option

Your doctor will decide what tests you 
need for your evaluation. Depending on 
the type of transplant procedure you 
need, here are some of the tests you 
can expect.

›	 Physical exam

›	 Blood tests

›	 Tests for other diseases that may 
affect your health

›	 X-rays

›	 CT scans

›	 Psychological and/or 
psychosocial exam

›	 For women, mammogram and 
gynecological exam

Most of your evaluation will be performed 
at your transplant facility. Some additional 
tests, such as a dental exam, may be 
performed by health care providers 
outside of your transplant facility.

Once your doctor and Cigna determine 
you’re a good candidate for a transplant, 
you’ll move on to Zone 2.

Zone 2: Pre-transplant
We’ve approved your coverage and 
determined that your plan will cover 
the transplant. So what happens now? 
Mostly, you just wait and take care of 
yourself. This is a hopeful time. But, it 
can also be stressful as you wait for the 
procedure. Rest assured, your transplant 
team, which includes everyone from 
your case manager to your surgeon, 
is working hard toward a successful 
transplant and your return to health.

If you have any questions or concerns, 
please call your case manager. Also, 
please make sure to tell your case 
manager about any change in your 
health – even if it’s not related to  
your transplant.

During this time, you may find yourself 
on a waiting list for donor organs or 
tissue. These lists are highly regulated by 
several organizations. These include:

›	 United Network for Organ Sharing 
(UNOS) – Manages the nation’s solid 
organs transplant waiting list.
–	 unos.org

›	 Organ Procurement and 
Transplantation Network (OPTN) – 
Maintains the national waiting list for 
solid organs.
–	 https://optn.transplant.hrsa.gov
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›	 National Marrow Donor Program 
(NMDP) – Now called Be the Match. 
Regulates stem cell and bone marrow 
for transplants between unrelated 
donors and recipients.
–	 https://bethematch.org

All of your health care coverage 
is now managed by the Cigna 
LifeSOURCE Transplant Network. 
Even if you have an illness or injury 
that isn’t related to your transplant, 
like a sprained ankle, your Cigna 
LifeSOURCE team can help.

Zone 3: The transplant event
The wait is over. Your transplant 
procedure is scheduled and you’re ready. 
If you’re having a solid organ transplant, 
Zone 3 usually begins the day before the 
actual transplant. If you’re having a bone 
marrow or stem cell transplant, Zone 3 
usually starts on the day you begin 
following the regimen or steps necessary 
to prepare you for your procedure.

Zone 3 ends the day you leave the 
hospital after having a solid organ 
transplant. If you have a bone marrow 
or stem cell transplant, it may end 
45–90 days after your procedure. Every 
transplant patient recovers differently. 
Even though you’ve been discharged 
from the hospital, your doctors will 
keep a close eye on you. Your case 
manager will also want to keep track 
of your progress.

Zone 4: Transplant follow-up care
Zone 4 begins the day you leave the 
hospital for a solid organ transplant  
and up to 90 days after the bone 
marrow or stem cell transplant. After 
your transplant, you’ll need to be  
closely monitored. Depending on  
your health and what kind of transplant 
you received, this close watch may last 
for a few weeks to one year. Sometimes, 
it can last even longer. Remember, 
the decision to get a transplant is a 
lifelong commitment to anti-rejection 
medication and life-changing  
health habits.

Throughout this follow-up period, you’ll 
get support from your case manager. 
Your case manager will explain what 
kind of follow-up care is covered and 
help you coordinate access to your care.

Cigna has relationships with several 
national providers of home care services 
and health products. Depending on  
your coverage, this may include Express 
Scripts and Accredo for specialty 
medications. Talk with your case 
manager to find out what’s covered and 
how to make the most of your health 
plan coverage.

http://www.express-scripts.com/
http://www.express-scripts.com/
http://www.express-scripts.com/
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Stress not only takes a toll on your 
mental health, it can harm your physical 
health too. That’s why it’s important to 
find ways to manage your stress and 
other emotions – before, during and after 
your procedure. Here are a few tips to 
help. To be safe, check with your doctor 
before you start any new health routine.

›	 Stay active. You might feel like you 
want to hide from the world and 
others around you. Instead, try to 
stay active and involved – as much as 
your health permits.

›	 Find your real friends. Spend time 
with family members, friends or 
colleagues who listen and are there 
for you unconditionally. Avoid  
people who judge you or give 
unwanted advice.

›	 Slow down. Give yourself time  
to relax, reflect on your life and  
get healthy.

A healthier you  
starts with a happier you
Your mental well-being
Facing a transplant procedure can bring you face-to-face with a lot of stress. 
In fact, illness is one of the top reasons people experience this emotion.

›	 Ask for help. If your friends, family or 
coworkers want to lend a hand, let 
them. When someone asks, “How can 
I help?” give a specific answer to let 
them know exactly what you need.

›	 Do what works. If you can, try to 
use ways to cope that have worked 
for you in the past. For example, if 
your faith has been important to you, 
connect with a spiritual advisor or 
religious group.

›	 Be flexible. Given your health, ways 
you relieved stress in the past may 
no longer be possible. For example, 
if you used to jog or lift weights, that 
may be too difficult for you now. 
Instead, try swimming or yoga.

›	 Consider counseling. Talk with a 
professional counselor who has 
expertise helping people with  
serious illness.

The Chinese language uses the 
same symbol for “crisis” as it does 
for “opportunity.” There’s a lesson 
in this. It’s important to focus on 
what you can do, not the things 
that are out of your control. Make 
a choice to face your illness, 
transplant and recovery with a 
positive attitude.
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A dose of  
medication advice
Your medications
To help your body accept your new organ or tissue, you’ll need to take several 
medications for the rest of your life. It’s very important that you take your 
medications exactly as your doctor instructs.

Express Scripts has a transplant 
pharmacist on staff. Here are a few of 
the pharmacist’s tips.

›	 As a transplant patient, you’re more 
likely to get an infection. If you have a 
fever or sore throat, call your doctor 
immediately, as this can be a sign of 
an infection.

›	 Make sure all of your doctors know all 
of the medications you’re taking.

›	 Store medications in a cool, dry  
place – unless you’ve been 
specifically told to do otherwise. 
A bathroom cabinet is usually not 
a good place to store medicine 
because it’s too warm and humid.

›	 Some foods, such as grapefruit juice, 
can cause a bad interaction with your 
transplant medications. Pay attention 
to warnings on the medication label. 
Ask your doctor if there are any 
interactions you need to know about.

›	 If you miss a dose, don’t “double up” –  
or take twice the amount to make up 
for the missed dose. Instead, call your 
doctor or pharmacist to find out what 
to do.

If you have any questions about your 
pharmacy coverage, call your case 
manager.
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Cigna LifeSOURCE Transplant Network

Frequently asked questions

Q: What is the Cigna LifeSOURCE 
Transplant Network?

A: It’s more than 170 transplant facilities 
that meet Cigna’s strict standards for 
quality and cost efficiency.

Q: What else makes up the Cigna 
LifeSOURCE program?

A: A team of case managers, who serve 
as your one point of contact within 
Cigna. Your case manager will help you 
get the most from your coverage dollars. 
Transplant-specific benefit analysts, 
claims specialists and a leadership team 
are also on board to help you access 
quality transplant care.

Q: What is a Cigna LifeSOURCE 
Program of Designation?

A: A transplant program that’s earned 
a top ranking for cost and quality for 
specific transplant programs. These 
programs are all offered at facilities 
that are in the Cigna LifeSOURCE 
Transplant Network. 

Q: Why should I use a Program 
of Designation?

A: Using one of these top-performing 
programs can give you access to better 
health outcomes and greater savings. 

Q: How do I know if a transplant 
center is in the Cigna LifeSOURCE 
Transplant Network?

A: Your case manager can tell you 
which transplant facilities are in-network 
for your type of transplant. For a list of 
participating LifeSOURCE facilities and 
the Programs of Designation they offer, 
visit CignaLifeSOURCE.com and click on 
“I Want to: Find a Facility.”

Q: How does a program qualify to 
become a Program of Designation?

A: To be part of the Cigna LifeSOURCE 
network and qualify to become a 
Program of Designation, a program must: 

›	 Meet established patient and graft 
(transplanted organ or tissue) 
survival requirements

›	 Perform a minimum number of 
transplants per year

›	 Offer support services to 
transplant patients

›	 Have a quality team of 
medical professionals

›	 Offer reasonable rates that benefit 
Cigna customers through lower 
out-of-pocket costs and helping 
individuals avoid reaching their 
lifetime maximum coverage level

›	 Have its professionals meet with 
Cigna LifeSOURCE personnel
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Q: How does Cigna LifeSOURCE 
know a facility has maintained 
its quality?

A: Each Cigna LifeSOURCE Program 
of Designation is reviewed each year. 
It must qualify annually to earn its 
Program of Designation status. The 
review process looks at the number of 
transplants performed, results of these 
operations, and medical team stability.

Q: If a hospital is in-network, does 
that mean I can get any type of 
transplant there?

A: No. Cigna LifeSOURCE considers 
each type of transplant program 
individually. Each program must meet 
certain requirements to be considered a 
Program of Designation. For example, a 
hospital may be considered a Program 
of Designation for kidney transplants, 
but not for heart transplants. 

Q: Why is there a special network 
for transplants?

A: Transplants are such complex 
procedures. And, follow-up care is 
crucial to the success of transplants. 
That’s why Cigna has formed a special 
network that only contracts with 
facilities that have established, quality 
transplant programs.

Q: Why can’t I have my transplant 
procedure at the hospital I usually go 
to for regular care?

A: Not all hospitals do all types of 
transplants. Also, Cigna LifeSOURCE 
only contracts with programs that meet 
our strict guidelines for quality and 
cost efficiency. 

Q: What if I’d still rather be 
treated at a facility that isn’t part 
of the network?

A: If you have out-of-network coverage, 
you can be treated at a facility of your 
choice. However, you’ll have a lower 
coverage level, which usually means 
you’ll pay more. Your case manager can 
tell you if the facility you’ve chosen is 
out-of-network.
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Q: What is a case manager?

A: A person trained as a registered 
nurse to help you manage your 
transplant needs and your transplant 
medical coverage. He or she will help 
you navigate your coverage and help 
you get the most from your plan dollars.

Q: What will my case manager do 
for me?

A: Your case manager is here to 
guide you before, during and after 
your transplant. He or she will answer 
questions, outline your responsibilities 
and let you know what services you 
can use.

Q: How do I reach my case manager?

A: When you are identified as a 
possible transplant recipient, you’ll get 
a letter and other information from your 
case manager. If you’re not sure who 
your manager is, call 800.668.9682. 
If you’ve already been given a case 
manager, his or her name and phone 
number will be on your welcome letter.

Q: When should I call my 
case manager?

A: Whenever you have questions 
or concerns about your health care 
coverage, your case manager can help 
you make the most of your coverage 
and help you understand what services 
are available. 

Q: How often will my case manager 
call me?

A: Your case manager will call you 
at least once a month, however, more 
often based on your needs. Your case 
manager may call more often around  
the time of your transplant. You can  
call your case manager anytime you’d 
like. He or she is usually in the office 
Monday through Friday, 8:00 am to  
6:00 pm (ET).

Q: What if an organ becomes 
available in the middle of the night?

A: All you need to do is follow your 
doctor’s instructions. Your transplant 
facility will call Cigna LifeSOURCE 
the next business day to confirm that 
you’re eligible. We’ll already have 
your authorization.

Your case manager
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Q: What if the transplant program 
I plan to use is a Program of 
Designation, but it’s located more 
than 60 miles away?

A: You may be eligible for up to 
$10,000 in travel coverage for qualified 
travel expenses. Please ask your 
case manager if you are eligible for 
this coverage.

Q: Will my travel benefit pay for my 
donor’s travel expenses?

A: Yes. Qualified travel expenses for an 
approved donor are covered. Please ask 
your case manager if you’re eligible for 
travel coverage.

Travel Miscellaneous

Q: Who do I call if I have a question 
about claims or a payment?

A: The Cigna LifeSOURCE customer 
service team can be reached at 
800.287.0539 for questions about 
all your claims. However, your case 
manager can also help you with 
questions about claims. Case managers 
work with transplant benefit analysts to 
help you understand your coverage.

Q: How does Cigna LifeSOURCE know 
if I’m a candidate for a transplant?

A: There are many ways Cigna 
LifeSOURCE can learn about your 
transplant needs. Your regular doctor 
or transplant center may call us or 
make an online referral. A claim code 
for a diagnosis or a procedure can also 
trigger a notice in our system. You can 
call us at 800.668.9682 to let us know 
you may be a transplant candidate.

Q: How do I decide which Program 
of Excellence to use?

A: Your case manager can help you 
make this decision. 

Q: What if I’m evaluated and 
approved for a transplant, but I 
choose to delay the procedure?

A: You’ll need to be re-evaluated and 
reapproved. For more details on this, 
please call your case manager.
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Visit these helpful websites

Go site seeing

unos.org United Network for Organ Sharing (UNOS).

bethematch.org Be the Match – national marrow donor program.

srtr.org Scientific Registry of Transplant Recipients – shows 
solid organ statistics for facilities around the country.

kidney.org National Kidney Foundation.

optn.transplant.hrsa.gov Organ Procurement and Transplantation Network – 
provides a history of the number of transplants that a 
transplant program has performed.

cms.gov Centers for Medicare and Medicaid Services.

helphopelive.org National Transplant Assistance Fund.

kidneyregistry.org National Kidney Registry – facilitating living  
donor transplants.
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