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Customer Service 
and Billing Updates



Introducing the 
Active Benefits Team
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Support Through 
Entire Benefits Journey
• Consider how events impact 

all benefits: retirement, 
health and welfare

• Replace product-focused teams 
with member-focused teams

• Empowered team members 
with enhanced training 
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Contacting the 
Active Benefits Team

• Important to use team e-mail instead 
of individual team member e-mails

• Copy Team Manager Joanne Hinrichs 
or Vendor Manager Nikki Landing 
if escalated

Continue to use email: 
healthteam@wespath.org
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Active Benefits or Care Coordinator?

5   |  Wespath

• Concerns with medical, pharmacy, behavioral 
health benefits or claims:

• “Have you tried contacting the Care Coordinators?”
• If escalated, may also inform Active Benefits team; they will 

request Care Coordinator support and follow up with you
• Concerns with dental, vision, well-being program or incentives:

• Please alert the Active Benefits team: 
healthteam@wespath.org



HealthFlex Invoice Support

• Reviewing and approving invoices

• Training on detail reporting

• Support plan sponsor questions
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Current HealthFlex Invoice Timeline

• Billing data 
loads based on 
information as 
of the evening 
of the 4th

Businessolver:

• Completes 
audits, reviews

• Applies pension 
deductions

• Adds requested 
adjustments 

Wespath: 

• Reviews trial 
invoices

• Requests any 
additional 
adjustments

Businessolver:

• Completes 
any additional 
adjustments

Wespath:

• Completes 
additional 
review

• Invoices 
finalized and 
posted

5th calendar day 5 business days 
from 5th

3 – 5 more
 business days

1 – 2 more 
business days

1 – 2 more 
business days

19th – 22nd

of month

Repeats if errors
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Factors Influencing 
Invoice Timing

Late adjustments

Timing of weekends, holidays

Errors
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What Requires Manual Adjustment?
• Terminations more than 60 days 

in the past (exception request)

• Premium credits for retro-enrollments

• Health Account contribution refunds

• More adjustments common in 
February and August
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Efforts to Streamline Invoices
• Process improvements 

to avoid errors

• Limit rounds of adjustments 
vs. delaying to next invoice

• Considering standalone process 
for pension deductions
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Policies and Practices 
• Invoices are created based on data 

available as of the 5th of the month
• Enrollments/terminations processed on

the 5th or later are billed or refunded
in the following month

• 31-day life event window for 
enrollments/changes

• 60-day retro-termination policy—
exceptions require compliance review

• Handling of Health Account Funding
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Policies and Practices:
Health Accounts
What if a change effective 1/1 is processed on 1/6? 
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Account Type Funds processed 
by Health Equity

When billed to 
plan sponsor 

Can submit claims  
from:

Health FSA Friday, 1/13 February bill, annual 
amt divided by 11

1/1, annual amount 
available in full

Dependent care 
FSA

2/5 February bill, annual 
amt divided by 11

1/1, only available once 
deposited

HSA personal 
contributions and 
plan funding

2/5 February bill, annual 
amt divided by 11

1/1, only available once 
deposited

HRA plan funding Friday, 1/13 Not billed 1/1, annual amount 
available in full

Excess premium 
credit (HSA/HRA)

2/5 February bill, 
January adjustment

1/1, only available once 
deposited



Mentimeter—
When Do You Bill Salary Paying Units?
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Mentimeter—
Would You Prefer Billing Data Run Earlier?
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Policies and Practices 

• Payment for each month due 
by the last day of the month
 Claims for that month have 

already been paid by Wespath

• Late payments typically from 
groups that pay by check
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Opportunity
Objective: Receive 100% of HealthFlex payments electronically by 2024

65%

35%

Wespath Account Debit Check
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Rationale for Electronic Payments 

Timeliness of payment Security of payment

17   |  Wespath



Wespath Teams Collaborate to Support You
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