
“Jessica and the  

doctors had prepared  

me for everything...”
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Nurturing a Family’s Dreams

LAURA’S STORY



Laura Agustin’s personal history stretches back to 
Puerto Rico, where she grew up, to Cuba, where her 
parents lived, and to Spain, home to her grandparents. 
She has lived among four million on a sunny island and 
in the quiet winter chill of Denver, Colorado, where the 
mountains form a peaceful backdrop to the family she 
has built.

Family. The word is a refrain in the stories Laura tells.  
It is what Laura values most.

But Laura’s nuclear family was hardly preordained. She 
lost her first baby more than five months into her 
pregnancy. Years later, her second pregnancy was 
threatened by a condition known as “incompetent 
cervix.” Nervous about the future of this much-desired 
baby and now scheduled for a cerclage, Laura, a 
Comcast business analyst, called Accolade about 
coverage. That first call led Laura to Jessica, RN, an 
Accolade Clinical Health Assistant who supported the 
company’s Maternity program. 

It was the beginning of an essential relationship.

“Laura called Accolade before she’d reached the 
fourteen-week mark of her pregnancy, and so we could 
enroll her in our Maternity program,” recalls Jessica. 
“The program provides online education, books, a 
breast pump — even a co-payment waiver for the 
hospital admittance, which saves families up to $300. 
Most importantly, it opens the door to a conversation 
that lasts over the course of the pregnancy.”

Because Laura’s pregnancy was considered high-risk, 
Jessica stayed closely in touch — monitoring doctor 
appointments, providing counsel, helping Laura frame 
questions for her care team. When, toward the end, 
Laura was diagnosed with high-blood pressure, Jessica 
helped see her over that hurdle as well.

“I was counting down every week, wanting my baby to 
be safe,” Laura remembers. “Jessica was always there, 
checking in. I never had to call her. She seemed to 
know just when I’d need her most and when I needed 
my own space.”

Little C.J. was born during the 39th gestational  
week — an induced labor that was ultimately quickened  
by a pair of forceps when the baby’s heartbeat suddenly  
plunged. It was Laura’s husband who noticed that the 
baby’s head didn’t seem to be shaped quite right, that 
his eyes were too close together, that there was a ridge 
between those eyes. Laura wanted to believe that 
those issues were forceps-induced — that C.J. would 
be just fine.

But the little boy wasn’t just fine. A visit to a cranial 
neurosurgeon three months post-birth revealed that 
he had a condition known as craniosynostosis — a 
congenital condition caused by an early fusing of the 
plates of the skull. Leaving the skull as it was would 
result in limited or distorted head growth. An operation 
was the family’s only option.

Jessica was always there, 
checking in. I never had to call 
her. She seemed to know just 
when I’d need her most and 
when I needed my own space.



“Even though the doctors assured me that the surgery 
was both necessary and not life-threatening, I was very 
upset,” Laura says. “This was our baby boy. I didn’t 
want to expose him to such a procedure. I wanted to 
have a first-family Christmas.”

That wasn’t, though, the best option. C.J. needed the 
surgery and by scheduling that surgery during the 
same year as the baby’s birth, the family would save 
thousands of dollars, thanks to the mathematics of 
insurance deductibles. 

“Laura was understandably focused on her baby and 
her family,” Jessica recalls. “But leaving the surgery to 
the next calendar year would have represented a big 
expense to a family that had already endured so much. 
I was able to help Laura see the wisdom of a December 
surgery date — and help her make sure the doctors 
could accommodate her.”

“I still need our Christmas,” Laura told Jessica, and 
Jessica understood — helping Laura to schedule the 
surgery for December 28th.

“Jessica and the doctors had prepared me for every-
thing,” Laura says. “I was as calm as a mother could be 
under such circumstances. And C.J. really did recover 
as quickly as we were told he would. Within just a few 
weeks there was hardly a scar.” 

In the months and years following the surgery, Laura, 
her husband, and Laura’s stepson waited for C.J. to do 
those things that babies do — roll over, sit up, walk, 
and talk. The doctors watched for those developmental  
milestones, too — and began to grow concerned. There 
were measurable delays. There were steps Laura and 
her family now needed to take to help this little boy.

The Accolade Difference
Facing a high-risk pregnancy following a late-stage miscarriage, Laura Agustin found herself in conversation with 
Jessica Huertas, RN, an Accolade Clinical Health Assistant, at a most critical juncture in her life. Enrolled, by Jessica, 
in the Accolade Maternity program, Laura benefited from Jessica’s consistent outreach, educational materials, a 
free breast pump, and the waiver of a co-payment for the hospital admission. She also benefited from the kind of 
support that helped see the pregnancy through to 39 weeks. When it became clear that the baby would need 
surgery to correct a congenital condition known as craniosynostosis, Jessica remained close — educating the family 
on the condition itself and helping to schedule a surgery that both honored Laura’s desire to celebrate a first-family 
Christmas and also saved the family thousands of dollars in medical costs.

She let me know what to 
expect, what questions might 
be asked, what the 
assessment would entail. 



Once again, Jessica was there, seeing this through, 
maintaining the relationship. She was giving Laura 
ideas, helping the family identify in-network therapists 
who could help C.J. meet his milestones. Beyond that, 
Jessica listened as Laura spoke about this little boy 
who loves music, who is happy, who is social, who 
loves to be seen and loved, and who does love, but who 
also struggles to hold onto words, to speak in fluent 
sentences, to expand his vocabulary.

Jessica, Laura mentions again and again, was there.

Not long ago, Laura took C.J. to doctors so that he 
might be evaluated for autism. “Jessica let me know 
what to expect, what questions might be asked, what 
the assessment would entail,” Laura says. Jessica, 
Laura suggests, prepared her for the diagnosis, which 
was, in fact, autism.

Today Laura and her family are celebrating all the joy 
that C.J. brings to their lives. They are starting down a 
path of therapy, taking C.J. to see musically-enriched 
shows like “Frozen on Ice,” taking pleasure in the 
songs that C.J. loves. 

They are also preparing for another family Christmas, 
and then for the New Year’s Eve traditions passed 
down from Spain through Cuba to Puerto Rico and 
now to Denver. A bucket of water will (metaphori-
cally) collect the negative things that have huddled in 
the house this past year — then be spilled outside on 
the grass. Twelve green grapes will be given to each 
family member and eaten. 

This is a family ready to meet the year ahead — a 
family Laura has, with great love and intelligence and 
some outside wisdom, forged.

“It’s always a privilege to work with 
clients whose families are growing. 
With Laura it was clear that she 
was facing a high-risk pregnancy 

— that there were a number of 
complicating factors to which we 
had to pay close attention. When 
we learned that Laura’s newborn 
son was facing surgery, we worked 
together to ensure that the family 
could celebrate a first Christmas — 
and then get the care C.J. needed in 
a manner that was best from both a 
medical and cost perspective.”

Jessica, RN 
Accolade Clinical Health Assistant

See other client stories at: 
accolade.com/clientstories


