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Flexible Spending Account (FSA)
County of Santa Cruz 
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• Common Eligible Expenses
• Reimbursement
• Leave of Absence
• COBRA
• Requests for Documentation
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• MasterCard Identity Theft Protection
• Demo - New Member Website 
• Questions



An FSA lets you set aside pre-tax money from your     
paycheck to use for eligible out-of-pocket expenses.

What’s a Flexible Spending Account (FSA)?

• You don’t need to be enrolled in your employer’s health plan.
• The entire contribution is available at the beginning of the plan year 

regardless of funds available.
• Funds are used for eligible health care expenses, such as:

• Medical & dental deductibles
• Co-pays and co-insurance      
• Hearing aids and batteries
• Prescription
• Over-the-counter items (OTC)
• Hospital expenses
• Lasik surgery, eye glasses, contact lenses and saline solution
• Orthopedic devices

View a complete list of common eligible expenses on www.payflex.com

3

http://www.payflex.com/


Health Care FSA
The County of Santa Cruz annual health care FSA pretax contribution limit 
varies each year.
• If you & your spouse have a health care FSA, you can each the maximum.

• Your funds can be used by you, your spouse and/or your child(ren) (to age 26) or 
tax dependent who is permanently and totally disabled.  You can only use funds for 
a domestic partner/child if you claim them as a tax dependent.
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Reimbursement of your FSA funds
Use the PayFlex Card®
o The PayFlex card is authorized to accept charges from healthcare providers, or retail 

stores  that use an Inventory Information Approval System (IIAS).
o When you use your card at an IIAS retailer the database is flagged either “yes” or “no” 

for FSA eligibility; the register automatically keeps a separate total for FSA-related 
expenses. If eligible, your expense is auto substantiated.

o Simply swipe the card and select “debit” or “credit.” (you will need a PIN for debit)

Claim Reimbursement
Pay for an eligible expense with cash, check or a personal credit card. Then, pay 
yourself back from your account by:
o Submitting a claim online
o Through PayFlex Mobile® app.
o Fill out a paper claim form and fax or mail it to PayFlex.

Quick note:
The IRS requires us to verify each PayFlex 
Card purchase is for an eligible expense. 
This means, you may be asked for additional 
documentation during the plan year. 

www.payflex.com
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http://www.payflex.com/
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Any unused funds left in your account are forfeited at 
the end of the plan year.

• You have until March 15th to use your account funds 
(grace period).

• You have until March 31th to submit claims to pay 
yourself back from your account (run out period).

• ddeeeeeee

The “use it or lose it” rule



Leave of Absence

Prepay Option – You can accelerate your 
deductions, prior to your leave of absence to 
ensure you can submit claims during your 
leave. This will increase your per-pay-period 
amount. 

Pay-as-you-go Option – You may choose to pay 
your per-pay-period deduction on an after-tax 
basis during your leave to ensure you can 
submit claims during your leave.  You will pay 
this directly to your employer each pay date. 

Catch-Up Option – Allows you catch-up on 
payroll deductions when you return from your 
leave.  Expenses incurred during your leave 
will not be reimbursed unless you return to 
work and fulfill your annual election upon 
returning to work. 
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Federal law allows employees and their eligible 
dependents the opportunity to elect an extension 
of health coverage, called “COBRA” coverage,  
when coverage under the plan would otherwise 
end.

• If  you terminate employment  while              
you have a FSA you may be eligible to 
COBRA your FSA through the end of the 
plan year if your  account has a positive 
balance (contributed more than spent).

• Once you elect COBRA you can submit 
claims with a date of service through  the 
month you have paid your COBRA 
premium.

• FSA can be continued under COBRA 
through the end of the plan year.  

• Your PayFlex card will not be active 
during  this time.

COBRA
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PayFlex Card®
How to verify your card purchases online

www.Payflex.com
Experience simple. 

http://www.payflex.com/


Requests for documentation 

The IRS guidelines requires PayFlex to verify that all purchases 
made with a PayFlex Card are for eligible expenses. This means:

• We may ask you to send us additional documentation for your card purchase.
• You may see an alert message posted to your account online. Or you may get 

a Request for Documentation letter by mail or e-mail. 
• We may ask for documents to prove your expense is eligible, and that it’s a 

qualified expense under the IRS code.

For example: Even though the PayFlex Card can recognize a doctor’s office, the 
service provided may not be an eligible expense. 
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QUICK TIP
To help prevent requests for documentation, wait until you receive a benefits statement or 

Explanation of Benefits (EOB). These documents show the amount you owe after your 
health plan processes your claim. 



Why do we request documentation?
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IMPORTANT things to keep in mind:
• Save all of your receipts and EOBs 

from your health plan.
• Always respond to requests for 

documentation.
• If you don’t respond, we may suspend 

your card.
• Alert messages may appear on the 

PayFlex member website 
www.Payflex.com and/or on the 
PayFlex Mobile® app. 

Some common reasons are: 
• The amount of the expense doesn’t match the insurance co-pay amount.

• The description PayFlex received from the merchant doesn’t show the type of 
expense. This sometimes happens with dental and/or hospital expenses. 

http://www.payflex.com/


Requests for Documentation Letters
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What can you expect?
This letter explains that you need to take action on your account and 
how to do it. It includes the PayFlex Card purchases that you need to 
confirm are eligible. 

You may get two letters. If this happens:
• You’ll have 28 calendar days to respond to 

the first letter.
• If you don’t respond, you’ll receive a second 

letter and have another 28 calendar days to 
respond.

• If you still don’t respond, we’ll suspend your 
card. 



Types of documentation to submit

Explanation of Benefits (EOB) – This is the best form of documentation. If 
the claim goes through your health plan, you’ll receive an EOB from them.

Detailed receipt or itemized statement – Send a receipt or itemized 
statement that shows:

• Date of service
• The amount due
• Description of your purchase or the type of service
• Provider or merchant name
• Patient or dependent name (if applicable)

Prescription drug receipt – If you’re sending a receipt, it must contain the 
pharmacy name, patient name, drug name (if listed), date you filled the drug, 
and the amount you paid.

Note: We can’t accept a cancelled check, credit card receipt, or a balance due 
statement.
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Other ways to verify your card purchase
What to do if you can’t find your documentation or if you used your 
PayFlex Card in error:

1. Send another expense 2. Pay back your account

• Use another eligible expense for the 
one in question. Just send us the EOB, 
itemized statement or detailed receipt.
Be sure it’s from the same plan year.

• You can send a personal check or 
money order to PayFlex. 

• You can do this from the PayFlex 
member website, on the PayFlex Mobile 
app, or by fax or mail.

• Be sure to include a copy of the letter 
with your payment.

• Make sure the expense wasn’t already 
paid for with your PayFlex Card.  

• Make sure you haven’t already been 
reimbursed for the expense.  
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Engagement 
Tools



PayFlex Mobile® App

Manage your account virtually 24/7 with 
the free PayFlex Mobile® Application
*Available for iPhone® and iPad® mobile digital devices, as well 
as Android™ smartphones. 

• View your account balance
• View card purchases and submit documentation
• View a list of common eligible expenses items 
• Use same username and password as the PayFlex 

member website.
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Meet “Pete”, our virtual PayFlex advisor!
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Click               to meet Pete

Designed to help employees understand the undeniable tax savings 
benefits of Flexible Spending Accounts (FSA).

Hello!• Interactive, educational decision support tool
for account choices & contributions

• Available online at www.payflex.com

HERE

http://www.payflex.com/
https://payflex.jellyvision-conversation.com/


Contacting Customer Service
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• We have customer service representatives that are trained to answer questions 
related to open enrollment, website, submitting claims and lots of other questions.

• Real-time agent co-browsing capabilities .
• Staffed with team that is trained specifically to address and also speak proactively 

on benefits and features.  
• You can also email a question to customer service
• Coming soon - Chat! 
• Contact us at 1-844-PAYFLEX  Monday – Friday, 7 a.m. – 7p.m. CT and Saturday, 

9 a.m. – 2 p.m. CT.

When contacting PayFlex, 
provide the representative 
with your employee ID.
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CO-BROWSE CAPABILITY
Member signs in and selects 

“SHARE MY SCREEN”
www.payflex.com

• Since being introduced in August of  
2017 there have been more than 9,000 
sessions.

• Utilized 150 – 200 times a day.
• All agents are trained on how to use  

Co-browsing.

http://www.payflex.com/


PayFlex Coach – “tips by text”
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• Developed a voluntary text message program that is designed to proactively 
educate new and returning members.  

• 4-week program that is centered on providing timely tips and facts that help you 
understand and maximize the program.

• Includes:  Setting up your online acct, downloading mobile app, account 
notifications, direct deposit, info on ortho/dental payments and more.

• Text 57320 and reply YES to participate.



MASTERCARD’S MONITORING, ALERTS AND 
RESOLUTION SERVICE

MasterCard offers complimentary Identity Theft Monitoring, Alerts and 
ID Theft Resolution Services for the PayFlex card program. 

This powerful solution ensures proactive monitoring and faster, more 
complete and reliable resolution, saving you time, hassle and associated 
out-of-pocket expenses.

www.mastercard.us/idtheftalerts

MasterCard 
Identity Theft 
Alerts

• Keeps track of 
thousands of 
websites, chat rooms, 
forums and networks

• Alerts cardholders if it 
detects that their 
personal info is being 
bought or sold online 
including social 
security numbers, 
credit and debit card 
numbers, phone 
numbers, etc.

Identity 
Restoration

• Resources and 
advice to 
consumers via 
an online portal

• Step-by-step 
guidance on 
how to restore 
an identity and 
protect against 
future attacks

Lost Wallet 
Restoration

• Identifies and cancels all 
lost cards and missing 
documents, minimizing 
loss

• Contacts document 
Issuer while member is 
on call (if required by 
Issuer)

• Completes required 
forms and delivers to 
cardholder 

• Initiates fraud affidavit 
and police reports for 
stolen wallets



Go To Demo
https://demo-www.payflex.com/
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This material is for informational purposes only and is not an offer of coverage. It contains only a partial, general description of plan benefits or 
programs and does not constitute a contract. It does not contain legal or tax advice. You should contact your legal counsel if you have any 
questions or if you need additional information. In case of a conflict between your plan documents and the information in this material, the plan 
documents will govern. Eligible expenses may vary from employer to employer. Please refer to your employer’s Summary Plan Description 
(“SPD”) for more information about your covered benefits. 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.

PayFlex Mobile® is a registered trademark of PayFlex Systems USA, Inc.

© 2017 PayFlex Systems, USA                 
APN: 69.25.304.1 C (7/17) – FSA, 2018 LIMITS

Questions?
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