
On The Line: Explaining Member Costs

Can you help members understand their EOB?

Get Started



Jane, a confused member, calls in with a question. Review her member profile and explanation of benefits to answer her question. 
"My office copay is $30, but my EOB says I owe $80. Why do I owe more than the $30 copay?

Because the $30 is for the office visit, 
and the other $50 is for lab tests.

Because both charges were applied to 
your remaining deductible.

Because you must pay the difference 
between the billed amount and 
insurance payment.

Jane
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Jane responds, with disappointment in her voice: 
 
“I still don’t understand. I know that whatever I pay 
goes toward my deductible, but that doesn’t explain 
why I’m paying more than my regular copay.”
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Jane responds, in an irritated tone: 
 
“That just doesn't make any sense. I thought I was 
only responsible for my copay and anything that 
wasn't considered a covered expense.”
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Continue
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Congratulations! 

You applied your knowledge of cost sharing to answer 
member questions perfectly!

Get StartedExit Scenario
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Good job! You may have stumbled a bit, but 
you got to the right answers in the 
end. 
 
If you'd like, you can restart the 
practice.

Exit Scenario

Retry



Needs Work. You really seem to have struggled 
with the members' questions quite 
a bit. 
 
Try the scenario again.

Retry
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