
 
 
 
 
 
 
 

What does overpayment mean?  
Overpayment means too much money may have been used from your PayFlex account. This may happen even if you 
have a positive balance and/or funds were used for an eligible expense.   
 

Why would an overpayment status occur? 
Here are some common reasons why your account may be in “overpayment” status.  
 

1. You have outstanding debit card transaction(s) that’s unverified. PayFlex is required to verify your total 
debit card purchase amount is for eligible expense items.  

2. You received reimbursement for an amount that’s over your annual contribution.  
3. You paid for or were reimbursed for an expense before your insurance carrier processed it. 

 
Important:  See section “What should I do if my account is in overpayment status?” below to learn more about what you 
should do next.  
 

How do I know if my account is in overpayment status?        
If your account is overpaid, we’ll send you an Explanation of Payment (EOP). The EOP will show you which transactions 
or claims are causing the issue. 
 

Can I view my EOP online? 
Yes. When you log in to your account, you’ll see an alert 
message on My Dashboard. Select My Documents from the left 
side of the screen. From the drop down menu, select Coupon 
with EOP Report.  

 
What should I do if my account is in overpayment 
status?  
You need to take action. Your next steps depend on why your account is 
in question. Review the three examples below to help confirm what 
action you should take: 
 

EXAMPLE 1: 
Why is your account in question? You have outstanding debit card transaction(s) that’s unverified. 
What are your next steps? Send PayFlex a copy of your final Explanation of Benefits (EOB) you received from 
your insurance company. Be sure you send a final EOB for each expense/transaction in question. 

− The EOB will show the date of service, a description of the service and the amount you have to pay.  
− Make sure it shows the “final” amount you owe. We can’t accept an “estimated” or “pending” amount 

due. 
− Fax, mail or upload that EOB along with a copy of the Explanation of Payment (EOP) notice. 
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EXAMPLE 2: 
Why is your account in question? You received reimbursement for an amount that’s over your annual 
contribution. 
What are your next steps? Mail PayFlex a check or money order for the exact amount in question. Make payable 
to: PayFlex. 

 

EXAMPLE 3: 
Why is your account in question? You paid for or were reimbursed for an expense that was “estimated” or 
“pending” (this sometimes happens with dental expenses). This means, your insurance company didn’t process 
the expense yet.  
What are your next steps? You have the following two options: 

1. Send us your final 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 

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

 

What if I don’t take action? 
If you don’t take action on your account, the amount in question may be reported as taxable income. This may also lead 
to us suspending your PayFlex Card (if applicable). In addition, your future participation in a PayFlex account plan may be 
restricted. 

 
How do I submit my EOB to PayFlex?  
Once you have your final EOB ready, you have four options. Make sure to include a copy of your Explanation of Payment 
(EOP) notice. 

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 final 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 final 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 a final 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’s an Explanation of Payment (EOP)? 
An EOP is a notice that comes from PayFlex. It provides the following information: 

 An itemization of claims that PayFlex processed 

 The amount paid/not paid 
 What was covered/not-covered 

 
 

 
 
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. 
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