
26 November 2015 

Your Volunteers in good hands 

ERASMUS+  
EVS INSURANCE 
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AGENDA 

1 Introduction Cigna and ACE 

2 What are volunteers covered for? 

3 How to enroll volunteers? 

4 How does it work in practice? 

5 What’s in the pipeline for 2016? 
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CIGNA CORPORATION 

Cigna is a global health service leader that provides medical, dental, disability, life and 

accident insurance and related products and services to customers around the globe. 

1 
82 million 

192 

35,000 
5 

1 million 

of the largest 
health service 
companies in 
the world 

Headquartered 
in Bloomfield, 
Connecticut 

customer relationships 

countries 

Global workforce: 

employees 

continents 

More than  

partnerships with 
hospitals, doctors and 
health care facilities 

on 

in 
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CIGNA IGO HEALTH BENEFITS 

> Since the 1950s we have been the 

leading provider of employee benefits  

to intergovernmental organisations 

(IGOs). 

> Today, we act as plan administrator  

for 210 IGOs. 

> Our headquarters are in Antwerp,  

Belgium. 

> Our employees speak 40 languages 

in total. 
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CIGNA IGO HEALTH BENEFITS 

Antwerp, Belgium 
> Account management 
> Medical & non-medical customer services 
> Premium & plan member management 
> Medical network management 
> Supporting services 

Madrid, Spain 
> Medical customer services 

Kuala Lumpur, Malaysia 
> Medical customer services 
> Case managers 

Nairobi, Kenya 
> Medical claims centre 
> Case manager 
 

Miami, USA 
> Medical customer services 

Santiago, Chile 
> Case manager 

Geneva, Switzerland 
> Case manager 

Johannesburg, South Africa 
> Case manager 
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. 6 

6 
 
 

largest multiline property  
and casualty insurer* 
 

 * as of June 30, 2015 

th 

   GLOBAL REACH 

• Operational in 195 countries 

and territories, with 467 offices in 

54 countries, in 5 continents 

 

 

• > 21.000 employees 

 

 

• Insurance is our only business – 

commercial and personal P&C, 

personal accident, 
supplemental health, reinsurance 

and life 
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. 

AA 

A++ 
rating from S&P 

(under review) by A.M. Best 

Core operating insurance 

companies are rated “AA” for 

financial strength by S&P and “A++” 

(under review) by A.M. Best 

 

Exceptional financial 

strength, managing risk 

conservatively in both underwriting 

and investing 

Ratings apply to ACE’s core operating insurance companies 

Welcom 
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SUPERIOR CLAIMS SERVICE 

“Speed, expertise and best 

practice are the hallmarks of 

ACE's claims response. 

Clients’ losses become our 

problems and our professional 

capability is resolving them.” 

– Having dedicated teams  we 

understand a client’s issues 

and they have someone 'in the 

know' to talk to 

 

– We are renowned for our 

technical expertise and 

empowering our staff for a 

streamlined process 

 

– Our aim is to be the very best at  

our business,  

– empowering volunteers to 

focus on their activities 

. Welcom 8 

Peter Murray  

Claims Director, EMEA 
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GENERAL STRUCTURE 

> Manages Erasmus+ programme 

> Contracts services with Cigna 

> Decides on projects covered under this plan 

> Provides plan and health 
information 

> Handles claims and 
supports customers 

> Offers medical network 
(nurses, doctors, hospitals) 

> Handles premiums 

> Performs fraud protection 
and detection actions 

> Medical insurance 

> Life insurance 

 

> Evacuation/repatriation 

> Permanent disability 

> Third party liability  

> Loss or theft of documents 
and travel ticket 
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WHAT ARE 
VOLUNTEERS 
COVERED FOR? 
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WHAT ARE VOLUNTEERS COVERED FOR? 

Main plan characteristics 

> EVS volunteers 

> Primary or complementary coverage 

(medical) 

> Coverage throughout EVS project 

> Including travel to/from hosting country 

> Including in-country travel linked to project 

> Excluding private travel 

> 2 months of continued coverage after return 

to home country 

WHO IS COVERED? COVERAGE PERIOD? 
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WHAT ARE VOLUNTEERS COVERED FOR? 

Main plan characteristics 

> Worldwide coverage 

> Free choice of care provider 

> Medical costs (reasonable & customary) 

> Life 

> Evacuation/repatriation 

> 3rd party liability 

> Loss/theft of documents and travel ticket 

WHERE? WHAT IS COVERED? 
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WHAT ARE VOLUNTEERS COVERED FOR? 

Complementary vs. primary (medical) 

> EVS volunteers coming from EU/EFTA/EEA countries 

> European Health Insurance Card (EHIC) 

> Cigna covers part that is not covered under national social security 

> Responsibility of sending organisation to assist Volunteer 

COMPLEMENTARY COVER 1 

EUROPEAN HEALTH INSURANCE CARD 

> Free, individual card 

> State-provided healthcare in EU (+ IS, LI, NO and CH) 

> Free medical care or reduced cost 

> Unplanned medical treatment only 

> Responsibility of sending organisation to assist Volunteer 
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WHAT ARE VOLUNTEERS COVERED FOR? 

Complementary vs. primary (medical) 

> EVS volunteers not entitled to EHIC 

> Third country nationals 

> Cigna covers 100% of medical costs (based on plan) 

 

PRIMARY COVER 2 
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Benefits overview Medical network A culture of health 

WHAT ARE VOLUNTEERS COVERED FOR? 
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BENEFITS OVERVIEW 

Whenever you get sick or need to be admitted to hospital,  

you want to be sure you have a comprehensive  

medical benefits plan to rely on. 
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> 2-page coverage overview 

> Available online in EN, FR, DE 

 

 

BENEFITS OVERVIEW 

ONLINE TIP 

On the personal webpages, 

the Volunteer will find a full 

overview of the benefits and 

exclusions. 
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BENEFITS OVERVIEW  

Medical - Visits to the doctor 

Coverage Ceiling 

General  
Practitioner and 

Specialist 

100% 
Overall maximum of 250.000 EUR per 

person 
Prescription drugs 

Laboratory, 
diagnostic lab and 

medical imaging 
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BENEFITS OVERVIEW 

Medical - Reimbursements 

Coverage Ceiling 

Dental 100% 1.000 EUR 

Optical 100% 

 
300 EUR  

(prescription glasses or lenses that are 
deteriorated, lost or stolen) 

* General dental care and follow-up on orthodontic treatment 
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BENEFITS OVERVIEW  

Medical - Hospital admissions 

Coverage Ceiling 

Bed & board 100% 

Overall maximum of 250.000 EUR per person Other hospital expenses 100% 

Doctor’s fees 100% 
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BENEFITS OVERVIEW 

Travel Assistance Insurance 

Coverage 

Lump-sum payment in case of death 20.000 EUR 

Funeral costs 

Real expenses 

Burial costs 

Transport of bodily remains 

Travel costs of family members to place of the event 

Close family member visits in case of hospitalisation of 
volunteer 

Earlier return in case of death or emergency hospitalisation of a 
close family member 

Shipment of medications or replacement of eyeglasses and 
contact lenses abroad 

Sending urgent messages 
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BENEFITS OVERVIEW 

Permanent disability 

Coverage 

Total/partial permanent disability 

 
Total : 60.000 EUR 

 
Partial: % of 60.000 EUR 
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BENEFITS OVERVIEW 

Third party liability 

Coverage 

Financial consequences of the legal liability of a volunteer 
for bodily injury and property damage to a third party: 

 
 

Max. 5.000.000 EUR per event incl. 
following sub-limits: 

 

• Personal injury 5.000.000 EUR 

• Material damage  
 

500.000 EUR 
 

• Fire, explosion and electrical damage for which the 
volunteer is liable as the tenant, occupant or neighbour 

of a building 
 

75.000 EUR 
 

• Criminal defence and lawsuits 
 

15.000 EUR 



Confidential, unpublished property of Cigna. Do not duplicate or distribute. Use and distribution limited solely to authorized personnel. © 2015 Cigna 24 

BENEFITS OVERVIEW 

Loss or theft of documents and travel ticket 

Coverage 

 
Loss and theft of travel ticket and identity 

documents 
 

Loss and theft of luggage on the way to/back 
from host country 

 
Real expenses 
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BENEFITS OVERVIEW 

Main Exclusions (not limitative) 

Preventive care 

IVF (in-vitro fertilisation) 

Esthetic surgery 

Accidents due to 

– Voluntary, intentional or active participation by the 

insured 

– Nuclear risks 

Liabilities 

– Arising of  

– high risk activities 

– gross negligence 

– Compulsory by law 

– Professional, E&O, D&O  
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MEDICAL NETWORK 

Quality health care should know no borders,  

nor does our proprietary network of health care providers. 



Confidential, unpublished property of Cigna. Do not duplicate or distribute. Use and distribution limited solely to authorized personnel. © 2015 Cigna 27 

MEDICAL NETWORK 

Network of hospitals & doctors 

Direct network 

 300 - 3,000 

 30 - 300 

 5 - 30 

 1 - 5 

Global reach, 

local solutions 
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 Medical doctors 

 Clinical case managers 

MEDICAL BOARD 

> Our medical network brings together doctors and nurses with various specialties & 

backgrounds. 

> Their mission: to provide necessary insights into health issues and health care all  

around the world. 
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A CULTURE OF HEALTH 

We don’t just want you to feel better,  

we want you to stay that way. 
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> Health library 

Make better health decisions by browsing the comprehensive Health Encyclopedia. 

> Get in contact with our team of medical consultants through the personal webpages. 

Our team is here to help them with specific health questions in total confidentiality. 

> Online 2nd medical opinion 

We developed the MyConsult programme to help make informed and educated decisions  

regarding diagnosis and treatment. 

A CULTURE OF HEALTH 
HEALTH INFORMATION 

ONLINE TIP 

Simply go to the ‘My Health’ 

section of the personal 

webpages to make use of  

these services. 

When it comes to staying well we are with the Volunteers all the way. We think it’s important to offer 

insights and inspirations to help them live a healthier, more secure life. 
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HOW CAN I ENROLL A 
VOLUNTEER? 
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HOW CAN I ENROLL A VOLUNTEER? 

> Only sending organisation 

> Contact EACEA in case of questions 

> Only via online enrolment form 

> Dedicated website link 

> At least 14 days before start date project 

> Insurance certificates (Visa) 

WHO CAN ENROLL? HOW TO ENROLL? 

Main characteristics 
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HOW CAN I ENROLL A VOLUNTEER? 

Step by step 

1 Access online enrolment form 

> Dedicated webpage for sending organisations 

> Content is based on Volunteer’s personal 

webpage 
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HOW CAN I ENROLL A VOLUNTEER? 

Step by step 

2 Complete enrolment form 

> Only sending organisation can complete 

> At least 14 days before start date project 

> 3 main sections 

– Sending organisation 

– Hosting organisation 

– Volunteer 

> Mandatory information indicated with asterisk 

> Upon completion, click “Submit” 
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HOW CAN I ENROLL A VOLUNTEER? 

Step by step 

3 Confirmation on-screen: 

> Explanation of procedure 

 

 

 

Confirmation via email: 

> Sent to contact person of sending 

organisation 

> Summary overview of data 

> Contact details in case of update 
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HOW CAN I ENROLL A VOLUNTEER? 

Step by step 

4 Enrolment is processed by Cigna 

> Customer Service Representatives will reach out in case of questions 

5 Final confirmation email to sending organisation 

> Typically within 5 working days after enrolment 

6 Welcome email to volunteer 

> Coverage start date 

> Cigna reference number 

> Overview online services 

> European Health Insurance Card 
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HOW CAN I ENROLL A VOLUNTEER? 

Troubleshoot 

COMPLETING THE ENROLMENT FORM 

> I don’t know the information required (e.g. EU funding source) 

– Please contact the EACEA on the email address stated on the enrolment 

form 

> I cannot indicate whether the volunteer has primary or complementary 

coverage 

– Based on your input, Cigna determines whether the volunteer has primary 

or complementary coverage based on home/host country and nationality. 

> I don’t see any information on how to apply for the EHIC 

– The sending organisation is expected to assist the volunteer with applying 

for a EHIC. The EHIC can be obtained through the public health authorities 

in the home country. 

> The volunteer has already started his/her project 

– In case the volunteer is registered less than 14 days before the project start, 

please indicate this in the remarks field on the enrolment form. 

> I am enrolling the volunteer for a second project 

– Please indicate in the remarks field on the enrolment form. 

 

 

 

1 
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HOW CAN I ENROLL A VOLUNTEER? 

Troubleshoot 

AFTER SUBMITTING THE ENROLMENT FORM 

> I get a blank screen when clicking ‘Submit’ on the enrolment form 

– There has been an error in transmitting the data to Cigna. Please complete 

the form one more time. 

> I did not receive a confirmation email upon clicking ‘Submit’ 

– There has been an error in transmitting the data to Cigna. Please complete 

the form one more time. 

> The volunteer did not receive a welcome email 

– Please contact the Executive Agency giving the date of enrolment as well 

as the volunteer’s name and date of birth. The Executive Agency will further 

follow up with Cigna. 

> There is an error in the provided registration data 

– Please contact Cigna as soon as possible via the dedicated email address 

(clientservice2@cigna.com). 

2 
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HOW  
DOES IT WORK  
IN PRACTICE? 
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HOW DOES IT WORK IN PRACTICE? 

1 2 

3 4 

The personal membership e-card 

A tailor-made website: personal webpages 

for the Volunteers with detailed information 

on the plan 

Dedicated Customer services team What to do in case of ... 

? 



Confidential, unpublished property of Cigna. Do not duplicate or distribute. Use and distribution limited solely to authorized personnel. © 2015 Cigna 41 

MEMBERSHIP E-CARD 

The personal membership e-card is the key  

for an efficient support. 
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ONLINE TIP 

Use your personal reference number to 

log in to your personal webpages on 

www.cignahealthbenefits.com. 

MEMBERSHIP E-CARD AT A GLANCE 

1 

2 

3 

Personal data 

Dedicated contact details 

Contact details for health care 

providers 

3 

1 

2 
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MEMBERSHIP E-CARD 

Cigna Health Benefits app 

> Health care provider search 

– Search for a doctor, hospital or facility 

– Easy to locate using Google maps 

– Download and save results 

> Membership card 

– Download or send electronic membership cards 

> Claims 

– View past claims 

– Review and check status of claims instantly 

> Contact details 

– Contact us with the tap of a finger 
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YOUR PERSONAL WEBPAGES – 24/7 INFORMATION  
AT YOUR FINGERTIPS 
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HOW TO ACCESS THE PERSONAL WEBPAGES? 

We have made a personal website that is dedicated to this plan;  

it’s all there, right at your fingertips. 

How can the volunteer access the personal webpages? It’s as easy as 1, 2, 3. 

Go to www.cignahealthbenefits.com  

and click ‘Plan members’. 

On the next screen,  

fill in password. 

Fill in personal reference  

number, which can be found on  

the membership card. 

1 

2 

3 

Plan members 

Plan members 

Personal reference number: 

Continue 

> If you need proof of cover, download an insurance 

certificate on your personal webpages 

http://www.cignahealthbenefits.com/en
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HOW TO ACCESS THE PERSONAL WEBPAGES? 

We have made a personal website that is dedicated to this plan;  

it’s all there, right at your fingertips. 

How can the volunteer access the personal webpages? It’s as easy as 1, 2, 3. 

Learn more about the cover in the ‘My Plan’ section. 

Click ‘Claims’ to find out how a claim can be filed. 

Check the status of a claim or view the settlement 

notes online. 

Looking for a doctor or hospital?  

• By clicking ‘Provider search’ the 

volunteer can search for 

providers. 

• The volunteer can also check with 

whom we have a direct payment 

agreement. 
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YOUR DEDICATED 

CUSTOMER SERVICES TEAM 

When you call us in the middle of the night,  

you won’t just speak to someone who knows your language. 

You will speak to someone who cares. 
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YOUR DEDICATED CUSTOMER SERVICES TEAM 

Whenever you have questions, our caring team has  

the answer. 

> A dedicated team ensures a personal approach and detailed 

knowledge of your plan & benefits. 

> Available 24/7  

> Multilingual 

> Our 4 customer services offices around the world  

always have the most up-to-date information regarding your file. 
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CIGNA CUSTOMER SERVICES  

ANTWERP TEAM 

YOUR DEDICATED CUSTOMER SERVICES TEAM – AT YOUR SERVICE 

Ms Nina Peeters Ms Stephanie Horsten 
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DEDICATED CUSTOMER SERVICES TEAM – AT YOUR SERVICE 

1 

2 For questions related to affiliations and 

insurance certificates: 

+ 32 3 217 11 27 

erasmusplus@cigna.com 

P.O. Box 69 • 2140 Antwerp • Belgium  

For questions related to claims, cover, prior 

approvals etc.: 

+ 32 3 217 11 27 

clientservice2@cigna.com 

3 
For emergencies requiring evacuation. 

Mention policy n° BEBBBY01626 

+ 31 71 524 35 56 
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WHAT TO DO IN CASE OF ... 

Look for a hospital or doctor or find out how to claim.  

It only takes a few steps. 
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HOW DO I LOOK FOR A HOSPITAL OR DOCTOR? 

She logs in to her personal 

webpages and clicks 

‘Provider search’. 

STEP 2 

In the easy dropdown menu 

she enters the location  

and medical specialty. 

STEP 3 STEP 1 

Liliana searches for a 

hospital specialised in 

neurology in Singapore. 
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HOW DO I LOOK FOR A HOSPITAL OR DOCTOR? 

When Liliana clicks 

‘Show all results’, she immediately 

sees where they are located. 

STEP 5 STEP 4 

Afterwards the search engine 

automatically tells her how many 

health care providers fit the 

selected criteria. 

MOBILE APP TIP 

Did you know you can also 

search for a hospital or  

doctor with our mobile app? 

The app will automatically tell 

you which health care 

provider is located close to 

your exact location. 
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WHAT TO DO IN CASE OF A HOSPITALISATION? 

https://vimeo.com/141531614 

https://vimeo.com/141531614
https://vimeo.com/141531614
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WHAT TO DO WHEN VISITING A DOCTOR? 

Frieda shows her 

membership card. 

Frieda pays the bill and 

files a claim so 

we can reimburse the expenses. 

BEFORE  

MEDICAL SERVICE 

AFTER 

MEDICAL SERVICE 
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HOW TO FILE A CLAIM ONLINE? 

STEP 1 

Peter scans all 

relevant medical 

documents upfront  

(hospital invoices, 

prescriptions, ...). 

STEP 2 

Peter goes to his 

personal 

webpages and 

logs in. 

STEP 3 

He clicks 

‘Claims’ and 

then the button 

‘Claim online’. 

STEP 4 

Peter completes 

the online form 

and attaches  

the scanned 

documents. 

STEP 5 

After submitting 

the form, Peter 

receives an 

email with  

a copy of his 

claim. 
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HOW DO I CHECK THE STATUS OF MY CLAIM? 

https://vimeo.com/141531747 

https://vimeo.com/141531747
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HANDLING OF 
EMERGENCY CASES 
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        STEP 1 

 

> Contact ACE Assistance immediately :  + 31 (0)71 524 35 56  

 

 STEP 2 

 

> Mention policy n° BEBBBY01626 

 

         STEP 3 

 

> Explain the case and answer the questions 

 

 

NEED FOR EMERGENCY ASSISTANCE? 
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> A dedicated team ensures a personal approach and detailed 

knowledge of your plan & benefits. 

> Available 24/7  

> Multilingual 

> Seamless cooperation of insurers and operational 

assistance 

– CIGNA (health insurer) 

– ACE (travel assistance insurer) 

– EURO CROSS (operational assistance) 

NEED FOR EMERGENCY ASSISTANCE? 
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> Medical evacuation 

> Political evacuation  

> Bodily injury due to carjacking 

 

NEED FOR EMERGENCY ASSISTANCE? 
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WHAT CAN WE 
EXPECT FOR 2016? 
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PIPELINE 2016 

> Translation project (brochures, benefits overviews, claims forms) 

> Manual sending organisations 

> Semi-automation of enrolment processing by Cigna 

 

PROJECTS TO BE FINALISED IN Q1 2016: 
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QUESTIONS? 
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Offered by: Cigna International Health Services BVBA 

 

“Cigna” and the “Tree of Life“ logo are registered service marks, and “Together, all the way.” is a service mark, of Cigna 

Intellectual Property, Inc., licensed for use by Cigna Corporation and its operating subsidiaries. All products and services are 

provided by or through such operating subsidiaries, including Connecticut General Life Insurance Company and Cigna Health 

and Life Insurance Company, and not by Cigna Corporation. All models are used for illustrative purposes only. 
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