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KEY MESSAGES

e SIHO has a new look, but our commitment to our members remains the same. Our
refreshed brand reflects who SIHO is today - a modern, forward-thinking
organization delivering comprehensive health benefit solutions with responsive,
human-centered care.

e The brand update itself does not change a member’s health plan, benefits, coverage,
or the support they receive from SIHO.

e We're gradually rolling out our new brand across our website, communications,
member materials, and other platforms. During this transition, you may see both
our previous and new branding. Both represent SIHO.

e If the member has a question about a specific benefit or plan change, address that
separately according to their plan information. Avoid implying that benefits can
never change. Reinforce that the rebrand itself does not change their plan or
benefits.

IF YOU RECEIVE A REBRAND QUESTION YOU'RE UNSURE HOW TO ANSWER

We want every member to receive clear and consistent information about SIHO's new
brand. If you receive a question about the rebrand that isn't addressed in these talking
points:

e Don't guess or make assumptions. Let the member know you're happy to help find
the right answer.

e Capture the question and any relevant details so it can be shared with the
appropriate SIHO team member.

e Refer the member to STHO's New Brand Information Page for additional information
about the refreshed brand and transition:
https:/learnmore.siho.org/newsiho/rebrand/

e Escalate the question to your Department Leader if additional clarification or
follow-up is needed.

e [f the question relates to a member’s benefits, coverage, network, claims, ID card, or
other plan-specific information, follow the normal customer service process to
verify their individual plan details rather than assuming the answer is related to the
rebrand.



https://learnmore.siho.org/newsiho/rebrand/
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FREQUENTLY ASKED QUESTIONS

Q: Why did SIHO change its logo and branding?

Suggested Response:

SIHO refreshed our brand to better reflect who we are today and where we're headed. While
our look has evolved, our commitment to our members remains the same. We're still
focused on providing personalized support and making health benefits easier to
understand, access, and navigate.

Q: Is SIHO Insurance Services now a different company?

Suggested Response:

No. We're the same organization and team you know today - a modern, forward-thinking
organization delivering comprehensive health benefit solutions with responsive,
human-centered care. As part of our refreshed brand, we're simplifying our name from
SIHO Insurance Services to SIHO and introducing an updated logo and visual identity. This
1s a refinement of our identity, not a change in the organization or how we serve you.

Q: Does the new brand change my health plan or benefits?

Suggested Response:
No. SIHO’s new brand does not change your health plan, coverage, or benefits. It is an
update to how SIHO looks and communicates, not a change to your plan.

Q: Is my coverage changing because of the rebrand?

Suggested Response:
No. Your coverage is not changing as a result of STHO’s new brand. You can continue to
access and use your benefits as you normally would.
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Q: My ID card has the old SIHO logo. Is it still valid?
Suggested Response:
Yes. You can continue using your current STHO member ID card even with our previous

logo. You do not need a new card simply because our logo has changed.

As new or replacement cards are issued, you may begin seeing SIHO'’s updated branding.

Q: Do I need to request a new ID card?
Suggested Response:
No. You do not need to request a replacement card solely because SIHO's branding has

changed. Continue using your existing card as you normally would.

As new or replacement cards are issued, you may begin seeing SIHO’s updated branding.

Q: Why am I seeing two different SIHO logos?

Suggested Response:

We're gradually rolling out our new brand across our website, communications, member
materials, and other platforms. During this transition, you may see both our previous and
new branding. Both represent SIHO.

Q: Will SIHO's website or member portal change?

Suggested Response:

You'll begin seeing SIHO's new branding across our website and digital channels as we roll
out the refreshed look. The brand update itself does not change your benefits or the support
available to you.
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Q: Are SIHO's phone numbers or contact information changing?

Suggested Response:
No changes to your existing SIHO contacts are required because of the rebrand. You can
continue reaching our team through the contact information you currently use.

Q: Will this affect my provider network changing?

Suggested Response:

The rebrand itself does not change your provider network. Your provider network is
determined by your specific health plan. If you have questions about whether a provider is
in your network, I'd be happy to help you find that information.

Q: Do I need to do anything because of SIHO's new brand?

Suggested Response:
No action is required from you because of the brand change. You may simply begin
noticing our new logo and updated look on SIHO communications and materials.

Q: Is SIHO being bought, sold, or merging with another company?

Suggested Response:
No. The new brand does not represent a merger, acquisition, or change in ownership. It is a
refreshed identity designed to better represent SIHO today and where we're headed.

Q: Why did SIHO drop “Insurance Services” from its name?

Suggested Response:

We're beginning to use SIHO as our primary name because it better reflects the breadth of
who we are and the solutions we provide. We're still the same organization and team you
know and trust.
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Q: What does the new SIHO tagline mean?

Suggested Response:

Our new tagline is “Service. Integrity. Health. Outcomes.” These principles reflect what SIHO
stands for and how we approach serving our members and partners: providing responsive
support, building trusted relationships, and helping create better health experiences and
outcomes.

Q: Where can I learn more about SIHO's new brand?

Suggested Response:

We've created a page on our website with more information about the new SIHO brand and
what to expect during the transition. You can visit
https:/learnmore.siho.org/newsiho/rebrand/ to learn more.

Q: Will the rebrand impact SIHO's role as the Third Party Administrator (TPA) for other
lines of business?

Suggested Response:

No. The rebrand does not impact SIHO's role as the Third Party Administrator for its other
lines of business. SIHO will continue to provide the same administrative services and
support for those plans as it does today.


https://learnmore.siho.org/newsiho/rebrand/

