FAQ: Humana Access FSA and HRA
Substantiation

QUESTION ANSWER

What is substantiation?

Substantiation is the process of verifying every payment or transaction from a Flexible Spending
Account (FSA) and/or Health Reimbursement Arrangement (HRA) is for eligible expenses outlined
by one’s employer and per IRS guidelines.

When a Humana Access benefit card is used to make a payment with pre-tax funds, Humana’s
system will attempt to automatically substantiate and verify the charge was used for eligible
expenses. When our system is unable to match the card payment via auto-substantiation, the IRS
requires the member to provide documentation to verify the funds were used for eligible
expenses.

When can transactions be
automatically substantiated
vs. requiring documentation
for manual substantiation?

For members with Humana Insurance and a Humana Access FSA and/or HRA, almost all medical
and dental debit card transactions will be automatically substantiated. Humana’s system will
match transactions that have amounts that match the patient responsibility on the medical and
dental EOBs, co-pays, and IIAS.

If a member chooses to have insurance coverage under another health plan and opts out of an
employer’s Humana plan, card transactions will rarely auto-substantiate and will require
documentation.

For vision expenses, members will always be required to manually substantiate.

What can a member do if
they think they will need to
manually substantiate a
transaction and want to be
proactive?

Best practice is to check their online account regularly on the Humana Access Website
https://www.Humanaaccess.com.

A member should register or log in to their account and click on the “Add Receipt” button under
“Action Needed” on the homepage screen. They can also navigate to the “Claims” tab and click on
“Claims Activity” and then click the “Add Receipt” button.

If any of their recent transactions need to be substantiated, they can attach the documentation as
needed for each transaction or use one of the methods listed below to resolve before a
notification is generated. Members will either see an “Add Receipt” button next to any
transaction requiring substantiation when logged into their account or will receive an email (if
you have provided your email address) and/or letter requesting documentation.

What if a member receives
an email or letter requesting
documentation to verify a
transaction?

If a member receives an email and/or letter requesting documentation to verify a transaction, a
member should submit a copy of the request, as well as a copy of the Explanation of Benefits
(EOB), a detailed statement from the provider, or another acceptable form of documentation
such as an itemized receipt.

To be acceptable, the submitted document must include:

Provider name

Date of service

Description of service(s) received
Patient name (subscriber or dependent)
Amount



https://www.humanaaccess.com/

How can documentation be
submitted?

Documentation can be submitted several ways, via Humanaaccess.com, email, mail or fax.

e Humana Access Website: To submit via https://www.Humanaaccess.com, a member should
register or log in to their account and click on the “Add Receipt” button under “Action
Needed” on the homepage screen. A member can also navigate to the “Claims” tab and click
on “Claims Activity” and then click the “Add Receipt” button. Attach the documentation as
needed for each transaction.

e Email: Members can also email all applicable documentation to:
SpendingAccountSubmissions@Humana.com
Note: While Humana can receive documentation via email, this is not a secure channel to
send personal information. By sending an email, members are accepting the risk that their
information may be compromised.

e Mail: Members can mail applicable documentation to:
Humana Spending Account Administration
PO Box 14167
Lexington, Kentucky 40512-4167

e  Fax: Members can fax all applicable documentation to 1-800-905-1851.

Documentation is processed within 3 business days of receipt. If you have added your email
address to your Humana Access online account preferences and have not received email
notification that your documentation has been processed OR the transactions do not show as
verified, please contact us at 1-800-604-6228 for further assistance.

What if a member doesn’t
submit proper
documentation?

If a member doesn’t submit proper documentation to verify the transaction(s) and Humana has
been unable to auto-substantiate, the transaction(s) will be placed in ineligible status. An email or
letter will be mailed to the member if this occurs. A member will still be able to submit
verification documents to have the ineligible status reversed as long as their account is active.

Any claim placed into ineligible status for any reason will also cause the card to be deactivated.
The card will only be reactivated once all transactions in ineligible status are resolved.

How and when will a
member be notified if
he/she needs to
substantiate transactions?

Humana will send letters to members who’ve not had a transaction substantiated for over 30
days. Humana sends these letters in batches; therefore, it can take 30 to 60 days after the initial
transaction/debit card use before the letter is mailed to members.

If a member doesn’t respond by submitting documentation, a second email or letter will be sent
30 days following the first attempt. If a member doesn’t respond after two attempts, the
transaction will be placed into ineligible status and another email or letter will be sent.

Any claim placed into ineligible status for any reason will also cause the card to be deactivated.
The card will only be reactivated once all transactions in ineligible status are resolved.

What happens if the
expense was ineligible?

If pre-tax funds were used for an ineligible expense, the member will need to repay their account.
Any future reimbursement requests may be used to offset the balance due, or the member can
make a payment by mailing a check or money order payable to Humana to:

Humana Spending Account Administration
PO Box 14167
Lexington, Kentucky 40512-4167

How will a member know
transactions in ineligible
status are resolved?

Members will receive an email or letter communicating that sufficient documentation and/or
repayment has been received and their card will be reactivated.
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Important!

At Humanag, it is important you are treated fairly.
Humana Inc. and its subsidiaries do not discriminate or exclude people because of their race, color, national origin,
age, disability, sex, sexual orientation, gender, gender identity, ancestry, marital status or religion. Discrimination
is against the law. Humana and its subsidiaries comply with applicable Federal Civil Rights laws. If you believe that
you have been discriminated against by Humana or its subsidiaries, there are ways to get help.
+ You may file a complaint, also known as a grievance:
Discrimination Grievances, P.O. Box 14618, Lexington, KY 40512-4618
If you need help filing a grievance, call the number on your ID card or if you use a TTY, call 711.
« You can also file a civil rights complaint with the U.S. Department of Health and Human Services,
Office for Civil Rights electronically through their Complaint Portal, available at
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf, or at U.S. Department of Health and Human Services,
200 Independence Avenue, SW, Room 509F, HHH Building, Washington, DC 20201, 1-800-368-1019,
800-537-7697 (TDD). Complaint forms are available at https://www.hhs.gov/ocr/office/file/index.html.
« California residents: You may also call California Department of Insurance toll-free hotline number:
1-800-927-HELP (4357), to file a grievance.
Auxiliary aids and services, free of charge, are available to you. Call the number on your ID card (TTY: 711)
Humana provides free auxiliary aids and services, such as qualified sign language interpreters, video remote
interpretation, and written information in other formats to people with disabilities when such auxiliary aids
and services are necessary to ensure an equal opportunity to participate.

Language assistance services, free of charge, are available to you. Call the number on your ID card (TTY: 711)

ATTENTION: If you do not speak English, language assistance services, free of charge, are available to you. Call
the number on your ID card (TTY: 711)... ATENCION: Si habla espafiol, tiene a su disposicién servicios gratuitos
de asistencia lingiiistica. Llame al nimero que figura en su tarjeta de identificacién (TTY: 711)... ¥ & . 1R
TERERP COURERGESEIRG FREG S~ EAYEESRES (TTY: 711)... CHU Y: Néu
ban nadi Tiéng Viét, co cac dich vu ho trg ngdn ngir mién phi danh cho ban. Goi s6 dién thoai ghi trén thé ID
cla quy vi (TTY: 711)... 2| : ot=20{E A ESHA = 82, A0 XY MHIAE == 0|85 =~ UGLICH.
ID 7IE0| M5 s Hs 2 Mot AL (TTY: 711)... PAUNAWA: Kung nagsasalita ka ng Tagalog, maaari
kang gumamit ng mga serbisyo ng tulong sa wika nang walang bayad. Tawagan ang numero na nasa iyong ID
card (TTY: 711)... BHUMAHME: Ecnum Bbl roBOPUTE Ha PYCCKOM f3blKe, TO BaM AOCTYMNHbI 6ecnnaTHble yCayru
nepesoga. Habepute Homep, yKa3aHHbIN Ha Ballel KapTouKe-yaoctoBepeHun (teneramn: 711)... ATANSYON:
Si w pale Kreyol Ayisyen, gen sevis ed pou lang ki disponib gratis pou ou. Rele nimewo ki sou kat idantite
manm ou (TTY: 711)... ATTENTION: Si vous parlez francais, des services d’aide linguistique vous sont proposés
gratuitement. Appelez le numéro figurant sur votre carte de membre (ATS: 711)...UWAGA: Jezeli méwisz po
polsku, mozesz skorzystac z bezptatnej pomocy jezykowej. Prosze zadzwoni¢ pod numer podany na karcie
identyfikacyjnej (TTY: 711)... ATENCAO: Se fala portugués, encontram-se disponiveis servicos linguisticos,
gratis. Ligue para o numero presente em seu cartdo de identificacdo (TTY: 711)... ATTENZIONE: In caso la
lingua parlata sia l'italiano, sono disponibili servizi di assistenza linguistica gratuiti. Chiamare il numero che
appare sulla tessera identificativa (TTY: 711)... ACHTUNG: Wenn Sie Deutsch sprechen, stehen Ihnen kostenlos
sprachliche Hilfsdienstleistungen zur Verfligung. Wahlen Sie die Nummer, die sich auf |hrer Versicherungskarte
befindet (TTY: 711)... FREIE | HAEZGFEINDIHE. BRI OB ZERZCHAVWLEITET,
EFHED ID A—RICBHEINTVWBIBFEES T TIERK LTV (TTY: 711)...
bl Oy oy ali oylei b ainly o palyd L gl B0l Oygay (L) OMgud S o oSS oy (L) 4y ST ian oS
ATTY: 711) 03 S ol
Dii baa akd ninizin: Dii saad bee yanitti'‘go Diné Bizaad, saad bee dka’anida’awo’déé’, t'aa
jiik’eh, éi na holg, namboo ninaaltsoos yézhi, bee néé ho'ddlzin bikad’igii bee holne’ (TTY: 711)...
dog)l ABlay e sgogall Wilgll @85y Juasl . ylxally el 381925 dygalll Bacluall Slaas (18 dalll S3l Sasedi caS 13] :db gla
(TTY: 711) by dolsdl
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