
Caregiver 
Conversations

The Buck Stops (and starts) With You



Pay no health care bill before it’s 

time! What is it’s time, you may 

ask?

The time to pay is when you

confirm that you owe the amount

of payment being requested.
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Once a health service has been performed, the health 

care provider (or their representative) will submit a 

claim for the services rendered to your health 

insurance company.

The company will process the claim according to the 

terms of  your benefit plan, determine the amount to 

be paid to the provider and indicate any financial 

responsibility for the patient.



The health care provider and patient will receive an
Explanation of  Benefits (EOB) statement from the 
insurance company that reflects the payment the 
provider will receive, and any balance owed by the 
patient.

The EOB is not a bill. If the patient owes any
additional payment to the health care provider, the 
provider will send a separate bill.  The amount of  the 
bill should match the amount of  the patient 
responsibility that is listed on the EOB.



I f t h e a m o u n t o f t h e b i l l f r o m t h e h e a l t h

c a r e p r o v i d e r i s d i f f e r e n t f r o m t h e a m o u n t  

i n d i c a t e d  o n  t h e  E O B,  t h e  f o l l o w i n g  s t e p s  

s h o u l d  b e  t a k e n :

- C o n t a c t  t h e  p r o v i d e r ’s  b i l l i n g  

d e p a r t m e n t  t o  r e q u e s t  a n  e x p l a n a t i o n  f o r  

t h e  d i f f e r e n c e  i n  t h e  a m o u n t .

- I f t h e i s s u e c a n ’ t  b e  r e s o l v e d  w i t h  t h e  

p r o v i d e r ,  c o n t a c t  t h e  i n s u r a n c e  c o m p a n y,  

a d v i s e  o f  t h e  d i s c r e p a n c y  i n  t h e  a m o u n t  

o f  p a t i e n t  r e s p o n s i b i l i t y  a n d  r e q u e s t  t h e  

i n s u r a n c e  c o m p a n y  r e v i e w  t h e  c l a i m .

- D e p e n d i n g  o n  t h e  o u t c o m e  o f  t h e  r e v i e w,  

1 )  a  r e s o l u t i o n  m a y  o c c u r ;  2 ) t h e  i n s u r a n c e  

c o m p a n y  m a y  r e a c h  o u t  d i r e c t l y  t o  t h e  

p r o v i d e r  t o  r e s o l v e  t h e  i s s u e ,  o r  3 )  t h e  

f o r m a l  a p p e a l  p r o c e s s  m a y  n e e d  t o  b e  

i n i t i a t e d  b y  t h e  h e a l t h  c a r e  p r o v i d e r ,  t h e  

p a t i e n t  o r  b o t h .



Once the correct amount of  the patient liability is 
confirmed, payment should be made to the provider.  
It can be a difficult and time-consuming process to 
obtain a refund of  an overpayment made to a health 
care provider. Therefore, it is essential to accurately 
establish patient financial responsibility prior to 
rendering out of  pocket payment.


