
 
 

 
 
Frequently Asked Questions (FAQs) 

Making sense of Explanation of 
Payment (EOP) notices 



 
 

2 

An Explanation of Payment (EOP) provides details 
on claims that have been paid, denied or 
adjusted. There may be times during the plan year 
when you receive an EOP from PayFlex. 
Sometimes it isn’t always clear what you should 
do next. 
 
This document provides samples of the four most 
common EOPs, along with helpful Frequently 
Asked Questions (FAQs) related to each one. 

 

 
 

 
 



EXAMPLE: Reimbursement Check 
Explanation of Payment (EOP) 
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FAQ: Reimbursement Check Explanation 
of Payment (EOP) 

Here are some helpful FAQs related to the Reimbursement Check EOP notice 
 
Why am I receiving this notice?  
Your claim was filed and approved. The check attached is your reimbursement check. 

 
What should I do next? 
Cash the check. If you don’t cash the check within 90 days, it’ll be considered void. 
And you’ll have to call PayFlex to have a new check issued.  

 
What if this notice lists denied claims? 
Read the denial reason(s) and determine if you want to submit additional information 
to try to get your eligible expense claim(s) paid. The “remark” section will explain why 
the amount was either denied or requires additional information.   
 
How do I know if further action is required? 
Further action is needed if you have denied claims. Review the “remark” section on 
your EOP notice for further information. 
 
What if I don’t take action on my denied claims? 
Your claims won’t get paid. 
 
If additional documentation is needed, what are my next steps?  
The best document to submit is your Explanation of Benefits (EOB) from your 
insurance carrier. Make sure to include a copy of your Explanation of Payment (EOP) 
notice. You have 4 options: 

1. PayFlex website: You can log in to your PayFlex member website. View your alerts and 
follow the steps to upload your documentation. 

2. PayFlex Mobile® app*: Log in to the PayFlex Mobile app. To get started, view your 
alerts.   

3. Fax: Fax your EOB (and your EOP) to PayFlex. Don’t mark up the document with a 
highlighter. It makes the fax hard to read.  

4. Mail: Mail a copy of your EOB (and your EOP) to PayFlex. 
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Helpful FAQs continued…. 
 
What if I don’t have an EOB? 
You may be able to download it from your insurance company’s website. If not, you 
have the following three options: 

1. Send us a detailed receipt that shows the following: 
− Name of the provider or facility that treated you 
− Your name or the name of the patient 
− Date of service 
− Type of service 
− “Final” amount you owe  

2. Send us an EOB or detailed receipt for a different eligible expense to replace the 
expense(s) in question. 
− The eligible expense has to be from the same plan year 
− We must receive the EOB or detailed receipt by the claim filing deadline of that 

plan year 
− You can't have already been reimbursed for this expense 
− You can’t seek reimbursement for this expense elsewhere 
− You, your spouse or eligible dependent must have incurred the eligible expense 

3. Pay back your account 
− Mail us a check or money order for the exact amount in question. Make payable to: 

PayFlex. 
− Include a copy of the EOP. 

 
What does the “Your Account Balance After This Payment” section mean? 
This confirms your current account balance now that your reimbursement is issued. The 
check amount is already deducted from this balance.  
 
What does the “This Payment Includes” section mean? 
The claims that were submitted and processed are listed in this section. This also shows 
how much of each claim was approved and why any portions of it were denied (if any).  

FAQ: Reimbursement Check Explanation of 
Payment (EOP) 
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EXAMPLE: Reimbursement Explanation of 
Payment (EOP) 
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FAQ: Reimbursement Explanation of 
Payment (EOP) 

Here are some helpful FAQs related to the Reimbursement EOP 
 
Why am I receiving this notice?  
Your claim was filed and approved. The check attached lets you know what amount 
was deposited into your bank account (it’s not a live check). This is because you’re 
enrolled in direct deposit.  
 
What should I do next? 
No further action is needed, unless you have denied claims listed.  
 
What if this notice lists denied claims? 
Read the denial reason(s) and determine if you want to submit additional information 
to try to get your eligible expense claim(s) paid.   The “remark” section will explain 
why the amount was either denied or requires additional information.   
 
How do I know if further action is required? 
Further action is needed if you have denied claims. Review the “remark” section on 
your EOP notice for further information. 
 
What if I don’t take action on my denied claims? 
Your claims won’t get paid. 
 
If additional documentation is needed, what are my next steps?  
The best document to submit is your Explanation of Benefits (EOB) from your 
insurance carrier. Make sure to include a copy of your Explanation of Payment (EOP) 
notice. You have 4 options: 

1. PayFlex website: You can log in to your PayFlex member website. View your alerts and 
follow the steps to upload your documentation. 

2. PayFlex Mobile® app*: Log in to the PayFlex Mobile app. To get started, view your 
alerts.   

3. Fax: Fax your EOB (and your EOP) to PayFlex. Don’t mark up the document with a 
highlighter. It makes the fax hard to read.  

4. Mail: Mail a copy of your EOB (and your EOP) to PayFlex. 
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FAQ: Reimbursement Explanation of 
Payment (EOP) 

Helpful FAQs continued… 
 
What if I don’t have an EOB? 
You may be able to download it from your insurance company’s website. If not, you 
have the following three options: 

1. Send us a detailed receipt that shows the following: 
− Name of the provider or facility that treated you 
− Your name or the name of the patient 
− Date of service 
− Type of service 
− “Final” amount you owe  

2. Send us an EOB or detailed receipt for a different eligible expense to replace the 
expense(s) in question. 
− The eligible expense has to be from the same plan year 
− We must receive the EOB or detailed receipt by the claim filing deadline of that 

plan year 
− You can't have already been reimbursed for this expense 
− You can’t seek reimbursement for this expense elsewhere 
− You, your spouse or eligible dependent must have incurred the eligible expense 

3. Pay back your account 
− Mail us a check or money order for the exact amount in question. Make payable 

to: PayFlex. 
− Include a copy of the EOP. 

 
What does the “Your Account Balance After This Payment” section mean? 
This confirms your current account balance now that your reimbursement is issued. 
The direct deposit amount is already deducted from this balance.  
 
What does the “This Payment Includes” section mean? 
The claims that were submitted and processed are listed in this section. This also 
shows how much of each claim was approved and why any portions of it were denied 
(if any).  
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EXAMPLE: Overpayment Due Explanation 
of Payment (EOP) 
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FAQ: Overpayment Due Explanation of 
Payment (EOP) 

Here are some helpful FAQs related to the Overpayment Due EOP 
 
Why am I receiving this notice?  
Here are some common reasons why you may receive this notice: 

• You didn’t provide documentation for a card purchase/s in question.  
• You submitted incorrect documentation for a card purchase/s in question. 
• You submitted a Flexible Spending Account (FSA) claim that was denied 

while there was an overpayment on the account. 
• You submitted documentation to clear the overpayment that wasn’t exactly 

enough to clear it. 
 
What should I do next? 
You need to take action. Send PayFlex an Explanation of Benefits (EOB), another claim 
to replace the one in question or send PayFlex a check for the amount in question. If 
you were submitting a claim for reimbursement, submit the claim again with the 
additional supporting documentation needed.  
 
What if this notice shows $0.00 are remaining in overpayment?  
No further action is required. 
 
What does the check mean? 
The check shows the total amount due back to the account (this isn’t a live check).  
 
What if this notice lists denied claims? 
Read the denial reason(s) and determine if you want to submit additional information 
to try to get your eligible expense claim(s) paid. The “remark” section will explain why 
the amount was either denied or requires additional information. 
 
What if I don’t take action on my denied claims? 
Your claims won’t get paid. And your account will remain in “overpayment” status.  
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FAQ: Overpayment Due Explanation of 
Payment (EOP) 

Helpful FAQs continued… 
 
If additional documentation is needed, what are my next steps?  
The best document to submit is your Explanation of Benefits (EOB) from your insurance carrier. 
Make sure to include a copy of your Explanation of Payment (EOP) notice. You have 4 options: 

1. PayFlex website: You can log in to your PayFlex member website. View your alerts 
and follow the steps to upload your documentation. 

2. PayFlex Mobile® app*: Log in to the PayFlex Mobile app. To get started, view your 
alerts.   

3. Fax: Fax your EOB (and your EOP) to PayFlex. Don’t mark up the document with a 
highlighter. It makes the fax hard to read.  

4. Mail: Mail a copy of your EOB (and your EOP) to PayFlex. 
  
What if I don’t have an EOB? 
You may be able to download it from your insurance company’s website. If not, you have the 
following three options: 

1. Send us a detailed receipt that shows the following: 
− Name of the provider or facility that treated you 
− Your name or the name of the patient 
− Date of service 
− Type of service 
− “Final” amount you owe  

2. Send us an EOB or detailed receipt for a different eligible expense to replace the 
expense(s) in question. 
− The eligible expense has to be from the same plan year 
− We must receive the EOB or detailed receipt by the claim filing deadline of that 

plan year 
− You can't have already been reimbursed for this expense 
− You can’t seek reimbursement for this expense elsewhere 
− You, your spouse or eligible dependent must have incurred the eligible expense 

3. Pay back your account 
− Mail us a check or money order for the exact amount in question. Make payable 

to: PayFlex. 
− Include a copy of the EOP. 
 

What does the “This Payment Includes” section mean? 
The claims or card charges that were submitted are listed in this section. This also shows how 
much of each claim was approved and why any portions of it were denied (if any). It will total 
any approved amounts and then show them being applied toward the overpayment. 11 



EXAMPLE: Denial Explanation of Payment 
(EOP) 
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FAQ: Denial Explanation of Payment (EOP) 

Here are some helpful FAQs related to the Denial EOP 
 
Why am I receiving this notice?  
You submitted a claim that was denied. 
 
What should I do next? 
Read the denial reason(s) and determine if you want to submit additional information 
to try to have your eligible expense claim(s) paid. The “remark” section will explain 
why the amount was either denied or requires additional information. 
 
What does the check mean? 
It has no purpose and will always reflect $0.00 (this isn’t a live check).  
 
What if I don’t take action on my denied claims? 
Your claims won’t get paid.  
 
If additional documentation is needed, what are my next steps?  
The best document to submit is your Explanation of Benefits (EOB) from your 
insurance carrier. Make sure to include a copy of your Explanation of Payment (EOP) 
notice. You have 4 options: 

1. PayFlex website: You can log in to your PayFlex member website. View your alerts and 
follow the steps to upload your documentation. 

2. PayFlex Mobile® app*: Log in to the PayFlex Mobile app. To get started, view your 
alerts.   

3. Fax: Fax your EOB (and your EOP) to PayFlex. Don’t mark up the document with a 
highlighter. It makes the fax hard to read.  

4. Mail: Mail a copy of your EOB (and your EOP) to PayFlex. 
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Helpful FAQs continued… 
 
What if I don’t have an EOB? 
You may be able to download it from your insurance company’s website. If not, you 
have the following three options: 

1. Send us a detailed receipt that shows the following: 
− Name of the provider or facility that treated you 
− Your name or the name of the patient 
− Date of service 
− Type of service 
− “Final” amount you owe  

2. Send us an EOB or detailed receipt for a different eligible expense to replace the 
expense(s) in question. 
− The eligible expense has to be from the same plan year 
− We must receive the EOB or detailed receipt by the claim filing deadline of that 

plan year 
− You can't have already been reimbursed for this expense 
− You can’t seek reimbursement for this expense elsewhere 
− You, your spouse or eligible dependent must have incurred the eligible expense 

3. Pay back your account 
− Mail us a check or money order for the exact amount in question. Make payable 

to: PayFlex. 
− Include a copy of the EOP. 

FAQ: Denial Explanation of Payment (EOP) 
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We’re here to help. 
Visit payflex.com or call us at 1-844-PAYFLEX.  

This material is for informational and educational purposes only.  It does not contain legal or tax advice.  You 
should contact your legal counsel or your tax advisor if you have any questions or if you need additional 
information.  Information is believed to be accurate as of the production date; however, it is subject to 
change.  PayFlex cannot and shall not provide any payment or service in violation of any United States (US) 
economic or trade sanctions. For more information about PayFlex, go to payflex.com. 
 
©2016 PayFlex Systems USA, Inc. 
69.03.670.1 (9/16) 
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