
Presented by:

Claims, EOBs
& RX
Training



Understanding
Claims and
Billing

The training aims to empower agents to confidently
explain claims, EOBs, and prescription billing,
ensuring clients understand the process and can
navigate their healthcare expenses effectively and
without confusion.



The Importance
of Clear
Explanations

Clear explanations around claims and EOBs help
reduce client confusion and build trust. By
simplifying complex concepts, agents can foster
better communication and enhance client
satisfaction in navigating their insurance journey.



Understanding
Medical Claims
Explained

Medical claims are requests for payment submitted
by healthcare providers to insurance companies,
detailing the services rendered and associated
charges, ensuring that patients receive appropriate
coverage for their medical needs.



Service Received

The process begins when a client
receives a medical service from a
provider, such as a doctor or
hospital, initiating the claim
submission process.

Claim Submission Payment Processed

Once the service is provided, the
healthcare provider submits a claim
to the insurance company for
reimbursement of the services
rendered to the client.

After review, the insurance company
processes the payment to the
provider, generating an Explanation
of Benefits (EOB) that details the
claim's outcome for the client.

Insurance Review

The insurance carrier reviews the
claim to determine coverage
eligibility, network status, and
applicable pricing based on the
client’s policy and benefits.

Claims Process Overview



Understanding
Explanation of
Benefits (EOB)

EOBs clarify how insurance claims are processed,
detailing services billed, payments made, and
patient responsibilities. They provide crucial
insights for agents to effectively explain coverage to
clients and enhance transparency.



Understanding
EOBs and
Medical Bills

An Explanation of Benefits (EOB) is not a bill; it
details how claims are processed. Clients must
understand this distinction to avoid confusion and
ensure accurate payments to providers.



Key Sections of
an EOB

Understanding the key sections of an Explanation
of Benefits (EOB) ensures agents can effectively
communicate critical details to clients, including
billed amounts, insurance payments, and patient
responsibilities for better clarity.



Common Client
Misunderstandings

Clients often mistake EOBs for bills, expect full
coverage, and struggle with terms like deductibles
and coinsurance. Clear explanations can alleviate
confusion and build trust throughout the claims
process.



Addressing
Client
Confusion
Empathetically

It's crucial for agents to understand client
confusion regarding claims and EOBs. By using
clear communication and empathy, agents can
simplify complex information, fostering trust and
enhancing client satisfaction.



Understanding
Deductibles in
Insurance

Deductibles are the amounts clients must pay out-
of-pocket before insurance covers costs. They do
not indicate claim denial and contribute towards
annual deductible totals, ensuring clients
understand their financial responsibilities.



Understanding Coinsurance and Copays



Overview of
Prescription
Claims

Prescription claims are processed at pharmacies
and depend on factors like formulary, tier, and
network. Understanding these elements ensures
clients receive the necessary coverage while
managing potential costs effectively.



RX EOBs and
Pharmacy
Receipts

Understanding RX EOBs and pharmacy receipts is
crucial for agents. These documents clarify
prescribed medications, coverage details, and
client responsibilities, ensuring effective
communication and reducing misunderstandings
during client interactions.



Communicating
Through Screen
Sharing

Utilizing screen sharing allows agents to walk
clients through EOBs line by line, ensuring
understanding of key details like patient
responsibility, while fostering trust and
transparency in client interactions.



Troubleshooting
Checklist for
Agents

To assist clients effectively, verify if providers are in-
network, confirm service match, check deductible
status, and reach out to the carrier or billing
department for clarification when issues arise.



Best Practices
for Agent
Success

Successful agents set client expectations early,
explain EOBs during onboarding, encourage
clients to save documents, and document all
conversations, fostering a clear understanding and
trust throughout the insurance process.



Simplifying
Claims and
EOBs

Understanding claims, EOBs, and RX processes is
crucial for agents. Clear explanations enhance
client trust, reduce misunderstandings, and
promote effective communication, ultimately
leading to better client relationships and
satisfaction.



Questions and Feedback Welcome

Thank You


