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OVERAGE AND COSTS: It’s always easier to be proactive and check

coverage prior to your appointment, rather than dealing with an issue

after the service has taken place. You can usually find the information
below on your online member portal. If you have questions or can’t find the
information, call the member services phone number listed on the back of
your health insurance card.

«  Does your insurance plan cover telehealth visits? And at what cost to
you? Check your Summary of Benefits and Coverage document for
an overview of what’s covered and the copay or coinsurance you can
expect.

e Will your health insurance plan pay for the specific provider you are
seeing/talking to? Like an in-person visit, knowing in advance whether
the provider is in-network can help you avoid unexpected out-of-
network charges. To learn more about out-of-network charges, click
here.

Practical Tips

For additional topics surrounding common insurance
challenges and healthcare issues, visit patientadvocate.org

During Your Visit

Use your list of questions to guide conversation. If you run out
of time, ask for a follow up appointment.

* Don’t forget about those things that you would ask if you
were in the office.

Do you need help paying your medical bills or
medications?

Do you need help navigating other financial or
social challenges like affording your rent, utility
bills, or paying for groceries?

*  Make sure you know how to follow up after the
appointment.

Are you supposed to take a new medication?
Do you need to schedule a follow-up visit or
procedure appointment such as for bloodwork?
Repeat the provider’s instructions so you know
what to do next.

After Your Visit

Since health insurance processes telehealth visits differently
than in-office visits, keep an eye out for any inconsistencies.

*  Read your Explanation of Benefits (EOB) when it arrives
to investigate billing errors.

Did your health insurance pay for the service?
Your EOB will tell you what your insurance
company paid for, or if they didn’t cover a
service and why. If you aren’t sure how to read
your EOB document, or even where to find it,
you can watch our quick webinar here.

*  Follow-up with your insurance company with questions
about coverage.

If your telehealth visit wasn’t covered, and you
don’t know why, call your health insurance
company’s member service phone number and
ask. The service could have been incorrectly
billed by the provider and it could be an easy
fix. If it’s still uncovered, you may have the right
to appeal. Find out more about filing an appeal
here.

* Ifyou can’t pay your medical bill, reach out to the office

for help.

Many medical offices provide financial
assistance or offer payment plans on bills. Ask
the billing representative in the office if they
offer help with costly medical bills. If you need
further help, contact PAF case management.
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