The take care® Visa® Flex Benefits Debit Card 
Frequently Asked Questions (FAQ)
	The Flex Debit Card 

	What is the Flex Debit Card?

	The take care® Flex Debit Card eliminates the need for you to pay the provider at the time of service or wait for reimbursement from PIOPAC Fidelity. The card works best when you have a fixed copayment. For example, your prescription drug or your HMO copayment.

	How does the Flex Debit Card work?

	Your Flex Debit card is programmed with your full annual election amount. Simply present the debit card to a qualified provider or merchant. You pay your required co-share and the provider receives the balance of the payment directly.

	Do I need to keep copies of all my receipts?

	Yes, the IRS requires that you save all receipts for Flex Debit Card transactions regardless of whether or not the transaction is automatically adjudicated. Additionally, if PIOPAC Fidelity cannot confirm the exact amount of your copayment they will ask you to provide substantiation of the purchase.

	Where does the card work?

	The take care® flex debit card is coded to only work at:
1) merchants that are set with a MCC (Merchant Category Code) defining that purchase/service as a medical good or service provider, or 
2) stores that have an Inventory Control System (IIAS) in place that confirms at the point-of-sale that any items that have been purchased are eligible for the flexible Spending program.
Vendors in the State of Hawaii are:  Longs Drugs, Wal-Mart, Walgreens & Safeway Stores. Payments at these stores will not generally require you to substantiate or file additional documentation. In most, if not all cases, the card will not work at grocery/retail stores (unless the store has implemented the Inventory Control System).

	Is there a charge for the use of the take care® Flex Debit Card?

	Yes. The fee is $18.00 annually and is deducted from your medical FSA annual election not to exceed Employer’s annual maximum.
Example: If your Employers medical FSA maximum is $2000 and you elect the maximum your medical FSA reimbursement for your plan year will be less $18.00.

	

How many cards will I receive?

	

You will be provided one card in your name. If you want a duplicate card for your eligible dependent, you must order the second card online at www.myflexonline.com. There is no additional cost for second card. You must initialize your FSA account first.

	Do I have to do anything after I receive my take care® flex debit card?

	Yes, YOU MUST INITIALIZE YOUR ACCOUNT ONLINE AT www.ezflexplan.com/piopac .  
· Click on  “Employees”
· Click on “Check your Balance”
· Click on “Online Account Access” This will take you to a secure website www.myflexonline.com 
· Then log in as “New User” and follow step by step instructions

	Using your Flex Debit Card for Medical Reimbursements

	How do I use the debit card? 

	· Swipe your debit card through the credit card machine, and select “credit” (not debit). A PIN number is not required. If you are making a purchase at a store with an Inventory Control System in place, you must purchase non FSA-eligible expenses separately (such as groceries and sundry items). Make sure you present your Flex Debit Card first.
· If you have available FSA funds and are using the card at an allowable merchant, the transaction will be approved.
· Always keep your receipts from all debit card transactions, as you will need them if you are audited by the IRS or if PIOPAC Fidelity needs to substantiate your purchase.
· If you charge anything over your co-pay amount on your debit card for services, you will be asked by PIOPAC Fidelity to substantiate the purchase with proper documentation.
· PIOPAC Fidelity will let you know if you need to substantiate a transaction via email, so keep all receipts for debit card purchases. You will need to send debit card substantiation to PIOPAC Fidelity with the supporting documentation. Please do not submit documentation until you receive an email notice asking for substantiation of the purchase. PLEASE INDICATE ON FORM “DEBIT CARD SUBSTANTIATION “.




	If I receive an email asking for substantiation, where should I send the requested documentation?
	Substantiations may be mailed, faxed or scanned and email. Mail your claim substantiation form and supporting receipts to:
PIOPAC Fidelity, 1132 Bishop Street, Ste. 2101, Honolulu, Hawaii 96813, fax it to PIOPAC Fidelity at (808) 536-0430. Or, scan and email to fsaclaims@piopac.com.

	
What if I forget to mail, fax or scan/email a substantiation form to PIOPAC Fidelity for my expenses?

	You will receive a reminder regarding the outstanding transaction through email or mail. Failure to submit supporting documentation within 60 days of the first notification will result in temporary deactivation of the Flex Debit Card and a $20.00 service fee to reinstate. In addition, you will be responsible for any unsubstantiated or ineligible purchases. The IRS will require that you pay back these transactions to your FSA account.

	What happens if my Medical FSA account contributions are less than the amount of the expense?

	The card allows access to your annual election total regardless of what you have contributed into the account to date. If the remaining balance in your Medical FSA account is less than your expense, the transaction will not be approved. However, you may ask the merchant to submit a transaction amount equal to your available balance and pay the cost difference out of your pocket. Or, you can file a manual claim. You can check your available FSA account balance on line anytime at www.myflexonline.com.


	I just tried using the debit card, but it didn’t work. Why not?


	√	You do not have enough funds in your flexible spending account to cover the payment.
√	You received care or treatment from a provider whose MCC is a non-medical provider type. This could include grocery stores, general merchandise stores, and wholesale clubs (including most pharmacies located in these stores).
√	You selected “debit” after you swiped your card and tried to enter a PIN number. Even though it’s called a debit card, always choose the “credit” option.

	What happens to my debit card at the end of the plan year?
	Your card will expire. The end of plan year is shown on card. The Flex Debit Card can only be used for medical expenses incurred during the current plan year. Any point of sale transactions after that time will be declined.




	When my card expires, will I get a new Flex Debit Card?

	FSA enrollment documentation (SRA) for new plan year must be processed, and final verification of elections must be completed by your employer 20 days before start of plan year. This will assure that you will receive renewal card before start of new plan year.

	What do I do if I lose the card or the card is stolen?
	If you lose your card or it is stolen, immediately call 866-679-7649. Your card will deactivate and you will be issued new card(s). Please allow 10 business days to receive new card(s).


	Do I need a PIN number to use the card?
	No. The card is a signature-based card

	What if my provider doesn’t take debit cards?
	You will need to pay for services or purchases using an accepted payment method and then submit your claim to PIOPAC Fidelity for reimbursement.

	What happens to my card if I leave the company?
	Your Flex Debit Card will be automatically deactivated once your employment terminates. You will be required to return card to your Employer.

	Can I use my Flex Debit Card at an ATM?

	No, the Flex card is not eligible for use at ATM’s or other unqualified merchant locations. The payment or purchase will be denied at the point of sale when use at an ineligible merchant location is attempted.

	Using Your Flex Debit Card for Dependent Care Expenses

	Can I use the Flex Debit Card to pay for dependent care expenses?
	Yes. However, the account must be funded with the entire amount of the day care tuition.

	Can I use my Flex Debit Card for dependent care expenses as soon as I receive it? 
	Because dependent care accounts must be fully funded in order for you to receive reimbursement, you will probably need to wait until the second month before you can use your debit card. For the first two months, you may want to submit a claim form instead.
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