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Follow the journeys of these persona 
employees to see how UHC care 
navigation and our Wellbeing programs 
provide support in moments that matter.

• Regina: Cancer Care

• Alice: Fertility Solutions

• John: Bariatric Resource Services

• Callie: Weight-Loss Solutions

• Sam: Gender Affirmation Support

No matter what life brings you,
we're committed to providing
you with an avenue to recovery
that best supports your physical, 
mental, financial, and social 
wellbeing. 

Through our partnership with UHC, 
you have access to high-quality 
care centers that offer cost 
savings to you.
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Cancer Care
The results of Regina’s routine mammogram indicate a suspicious 
lesion, and she is diagnosed with stage II breast cancer. 

This hypothetical case scenario is intended to be used for illustrative purposes only. No portion of this hypothetical narrative or the 
accompanying hypothetical benefit scenario should be construed as recommendations for care or cost of care by UnitedHealthcare.

After receiving a cancer 
diagnosis, Regina receives a 
call from a Cancer Support 
Program (CSP) case 
manager. 

The case manager enrolls her 
in the program, helps her find 
a provider, performs an initial 
assessment, and provides 
ongoing education and 
support.

After Regina’s first round of 
chemotherapy, her case 
manager checks in and 
connects her to a specialty 
Optum pharmacist who 
explains her oral medication.

Regina contacts a Grayce 
expert to build a plan to 
manage finances, lifestyle 
changes, and discuss 
other resources.

Regina’s case manager 
works with her provider to 
get new medication 
prescribed to address the 
side effects of 
chemotherapy.

The case manager also 
explains mental health 
counseling and 
resiliency resources offered 
by Lyra.

After several months of 
treatment, Regina goes 
into remission. The CSP 
program provides
after-care including 
ongoing monitoring for 
signs of relapse, long-
term side effects, and 
practical advice about 
returning to work.

OutcomeTreatmentConsultIntake

To access the UHC Cancer Support Program, call an oncology nurse at (844) 636-5302 (7AM to 7PM CT M-F).
Register for Grayce and Lyra accounts at no cost to you. Learn more on the ServiceNow Benefits site.

https://app.withgrayce.com/sign-up
https://servicenow.lyrahealth.com/
https://servicenowbenefits.com/


© 2022 ServiceNow, Inc. All Rights Reserved. Confidential. 4

Fertility Solutions
Alice learns from her OB/GYN that she’s infertile and wants to 
understand her options for starting a family.

This hypothetical case scenario is intended to be used for illustrative purposes only. No portion of this hypothetical narrative or the 
accompanying hypothetical benefit scenario should be construed as recommendations for care or cost of care by UnitedHealthcare.

Alice calls Fertility Solutions and 
reviews benefits information, 
confirms eligibility, and schedules 
an appointment with a nurse.

The nurse conducts a clinical 
assessment, discusses treatment 
options, and helps Alice find 
qualified fertility specialists.

Alice reads additional reviews of 
specialists on FertilityIQ and takes 
a Fertility101 course to learn 
more.

Alice meets with a 
reproductive endocrinologist, 
a board-certified fertility 
specialist, and Center of 
Excellence (COE) provider for 
an initial consultation and 
diagnostic testing. Together, 
they devise a treatment plan.

Alice connects with a Cleo 
Guide to answer her 
questions in between 
treatments.

Alice decides to undergo 
in-vitro fertilization (IVF). 
Later, she confirms that 
she’s pregnant.

Alice’s nurse refers her
to maternity resources that 
provide her access to a 
robust library of articles, 
videos, and a nurse 
helpline.

Alice chats with her 
Cleo Guide about 
pregnancy symptoms 
and creating a birth 
plan.

Alice enjoys a healthy 
pregnancy and,
nine months later, 
gives birth to a 
healthy baby.

OutcomeTreatmentConsultIntake

To access the Fertility Solutions Program, call a specialist at (866) 774-4626.
Register for FertilityIQ and Cleo accounts at no cost to you. Learn more on the ServiceNow Benefits site.

https://servicenowbenefits.com/fertility-support/
https://servicenowbenefits.com/parenting-support/
https://servicenowbenefits.com/
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Weight-Loss Solutions
During her recent wellness exam, Callie’s doctor informed her that she has 
type 2 diabetes and referred her to an endocrinologist.

This hypothetical case scenario is intended to be used for illustrative purposes only. No portion of this hypothetical narrative or the 
accompanying hypothetical benefit scenario should be construed as recommendations for care or cost of care by UnitedHealthcare.

Callie calls the UHC advocacy 
team to help her find an 
endocrinologist. The advocate 
also explains her coverage for 
specialist visits and diabetes 
supplies.

Callie enrolls in the diabetes 
program and is assigned a
case manager.

Callie’s endocrinologist creates 
a diabetes management care 
plan and recommends weight-
loss medication and exercise.

Her case manager confirms the 
cost and coverage of weight-
loss prescriptions.

Callie begins tracking her steps 
in Virgin Pulse and completes a 
Health Check.

After her initial 30-day 
prescription, Callie decides 
to set up home delivery for 
her weight-loss prescriptions.

In addition to the 
convenience of home 
delivery, Callie saves money
by paying less for a
3-month supply.

After six months, 
Callie is feeling much 
better. She has lost 
weight and has been 
carefully following 
her diabetes care 
plan.

OutcomeTreatmentConsultIntake

To learn more about prescription coverage, contact a UHC Benefit Advocate at (866) 734-7670 (HDHP) or (866) 844-4864 (PPO).
Register for Virgin Pulse account at no cost to you. Learn more on the ServiceNow Benefits site.

https://join.virginpulse.com/servicenow
https://servicenowbenefits.com/
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Bariatric Resource Services 
John has struggled with his weight for several years and wants to 
understand his treatment options. 

This hypothetical case scenario is intended to be used for illustrative purposes only. No portion of this hypothetical narrative or the 
accompanying hypothetical benefit scenario should be construed as recommendations for care or cost of care by UnitedHealthcare.

John calls the Bariatric Resource 
Services (BRS) program to 
confirm eligibility and schedules 
an appointment with a nurse.

His nurse case manager helps 
him understand the criteria for 
becoming a bariatric surgical 
candidate.

While awaiting approval for 
bariatric surgery, John meets 
with his physician, begins 
weight-loss medications, and his 
diet is supervised for six months.

After six months, John has lost
44 pounds. He is exercising six 
times per week and tracks his 
progress in the Virgin Pulse app.

He undergoes a psychological 
evaluation to be approved for 
surgery.

John is approved and 
his bariatric surgery is 
conducted at a BRS 
Center of Excellence 
(COE) facility.

After surgery, he receives 
one-on-one support from 
his nurse case manager 
throughout his recovery.

OutcomeTreatmentConsultIntake

To access the Bariatric Resource Services, call a UHC Benefit Advocate at (866) 734-7670 (HDHP) or (866) 844-4864 (PPO).
Register for Virgin Pulse account at no cost to you. Learn more on the ServiceNow Benefits site.

https://join.virginpulse.com/servicenow
https://servicenowbenefits.com/
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Gender Affirming Care
Sam is evaluating options regarding gender identity needs, and there is 
a lot to consider, including gender affirmation surgery, hormone 
therapy, and/or facial/body contouring.

This hypothetical case scenario is intended to be used for illustrative purposes only. No portion of this hypothetical narrative or the 
accompanying hypothetical benefit scenario should be construed as recommendations for care or cost of care by UnitedHealthcare.

Sam contacts a Benefit 
Advocate at UHC. The 
advocate connects Sam with a 
specialist with expertise and 
dedication to helping members 
in the LGBTQIA+ community.

Sam schedules a 
consultation with a 
specialist to walk through 
the process and 
determine the appropriate 
course of care.

Sam’s advocate reviews 
benefit coverage, 
referrals, and prior 
authorizations needed to 
complete the procedure.

Sam’s advocate helps 
schedule pre-op, post-
op, and follow up 
appointments.

A behavioral health 
provider is also identified 
to help support Sam’s 
mental wellbeing 
throughout the journey.

Sam’s health 
advocate identifies 
local organizations 
and programs to help 
assist with non-
medical needs such 
as legally changing 
name and gender. 

OutcomeTreatmentConsultIntake

To learn more about gender affirming care, contact a specialized UHC Benefit Advocate at (866) 734-7670 (HDHP) or (866) 844-4864 (PPO).
Learn more on the ServiceNow Benefits site.

https://servicenowbenefits.com/
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