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ACCESS TO WEBINAR 
Where will I be able to access the recording to the webinar? 
A recorded copy is located on the home page of lumen.com/healthbenefits. A link was also sent out in email if 
you attended the live webinar. In addition, here are links for your convenience 
Qwest Post 90 Mgmt & Occupation Retirees: vimeo.com/666135456/4e837dfa2d 
Embarq SHARE Retirees: vimeo.com/671299315/3069e26a4b 
All Other Retirees: vimeo.com/668774560/0288e69935 
 
How are you ensuring that everyone knows about the webinar? 
Communication was sent out through email for any retirees that we had email addresses on file for. In addition, 
notifications were posted on various Facebook pages. We acknowledge that these avenues did not reach all 
retirees, therefore a recording of the webinar was posted on the Benefitsolver homepage and sent out to all 
attendees. We encourage retirees to log into lumen.com/healthbenefits to update your email address to ensure 
you receive timely notifications of benefit-related events. 
 
Will the webinar be offered with closed captioning? 
The live event does not offer closed captioning. However, the recording has closed captioning available. Select 
the CC option on the video controls, select English, and you will be able to view the captions. 
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ACCESS TO PRINTED DOCUMENTATION 
For Medicare-eligible, not enrolled in group plan: How do I get a printed claim form? 
You can find the claim form along with the MyChoice Account Welcome Kit and the 2022 HRA SPD in the 
Reference Center in the Health Reimbursement Account Folder at lumen.com/healthbenefits. We are partnering 
with Lumen and our fulfillment team to provide the claim forms upon request via U.S. Mail. To initiate that 
request please call the Lumen Health and Life Service Center at 833-925-0487. 
 
I do not have access to a computer or smart phone, what are my options to get information and submit 
claims? 
You can submit claims online, via email, via fax, or via U.S. Mail. 
Email: Lumenclaims@mychoiceaccounts.com 
(Please do not email any questions to this email account) 
Fax: 855-883-8542 
U.S. Mail: MyChoice Accounts 
MCS 345475 
P.O. Box 105168 
Atlanta, GA 30348-5168 
 
For questions, you may call the Lumen Health and Life Service Center at 833-925-0487. You can find 
information online at lumen.com/healthbenefits. The MyChoice Accounts Welcome Kit includes instructions on 
how to process HRA claims in the system. 

HEALTH & LIFE SERVICE CENTER 
Why are the hold times so long? 
Due to the complexity of the transition and the number of questions, the wait times have exceeded our normal 
expectations. We are working to increase staffing to reduce wait times and appreciate your patience. We have 
also temporarily introduced an email box that you can send your inquiry into. You can send your inquiry 
to: LumenRetireeHelp@businessolver.com and include your first and last name, date of birth, and home 
address. 
 
Are there other ways for me to get my questions answered? 
There are multiple options. Information is available on lumen.com/healthbenefits along with an option to chat. 
Due to the long wait times, we have also created a temporary email box specifically for retiree questions. You 
can send your inquiry to LumenRetireeHelp@businessolver.com and include your first and last name, date of 
birth, and home address. 
 
What is the phone number to the Lumen Health and Life Service Center? 
The phone number is 833-925-0487 during the hours of 7am - 7pm CST Monday through Friday. Please be 
advised that our wait times have been extremely long therefore we have introduced a temporary email box 
specifically for retiree questions LumenRetireeHelp@businessolver.com. 

ACCOUNT TRANSITION 
Why is my HRA balance from 2021 NOT showing in my account? 
Any 2021 HRA balance that was eligible to roll over has been finalized with the prior vendor and loaded in your 
MyChoice Account as of 2/1/2022. Prior to 2/1/2022 the prior year rollover balance would not have shown. Any 
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claims for 2021 or for claims needing the rollover balance in order to have sufficient funds to process the claim, 
will begin to be processed starting on 2/1/2022 in the order they were received.  
 
What happens if I already submitted a 2021 claim to MyChoice Accounts before you had my 2021 
account balance? 
Beginning February 1, the processing team will begin processing 2021 in the order in which they were 
submitted. In some instances, you may have to resubmit your 2021 claim. Before resubmitting any 2021 claims, 
please allow 7 - 10 business days after 02/01 to ensure that your claim is not already in process. You will only 
need to resubmit your 2021 claim if it is not in process by February 15. 
 
Why didn’t my bank account information transfer over from YSA (the prior vendor)? 
Due to security reasons, we were not able to obtain and transfer your bank account information from one 
administrator to another during this transition. We understand it may be an inconvenience to re-enter your 
banking information; however, it is necessary to protect you and your financial information. 
 
Do I need to re-enter my bank account information? 
Yes, due to security reasons, we were not able to obtain and transfer your bank account information from one 
administrator to another during this transition. We understand it may be an inconvenience to re-enter your 
banking information however it is necessary to protect you and your financial information.  Once logged into 
lumen.com/healthbenefits go to the consumer accounts piggy bank. At the top of the page, you will see a menu 
containing: 
Accounts: From this menu, click on Retiree Health Reimbursement Account to get to the Account Overview 
page. 
Manage: This menu gives you choices about specific action you may want to take, like managing your bank 
account(s) on file or the providers that you pay with your HRA funds. 
 
Will our benefits transfer over from last year? 
Any health benefit information (i.e., medical, dental, vision, life insurance, HRA balances) and beneficiary 
information that you are eligible for transferred over to Benefitsolver (HRA 2021 balances transferred over on 
2/1/2022) with no action needed. However, you will need to re-enter any banking information and/or resubmit for 
auto reimbursements in the Benefitsolver system. 
 
What website is the HRA information located since the transition? 
You can access your MyChoice Accounts through lumen.com/healthbenefits. On your home page look for the 
piggy bank icon labeled Consumer Accounts. 
 
Will I be able to see old claims history from prior to 1/1/2022? 
You will be able to see your 2021 claims history after 2/1. However, claims history prior to 2021 will not be 
viewable in MyChoice Accounts. The 2021 claims history can be accessed through lumen.com/healthbenefits. 
On the homepage look for the piggy bank icon/Consumer Accounts. 
 
When I enter my bank account information it states that I should see two deposits in my bank account, 
but I didn’t. What should I do? 
The statement that you saw only applies to Health Savings Accounts (HSA). It does not apply to Health 
Reimbursement Accounts (HRA). Therefore, you will not see any deposits in your account and no further action 
needs to be taken. The bank account you add will update to 'verified' the following business day. 

SUBMITTING A CLAIM 
Do I need to file for reimbursement of my Medicare premiums? 
If you are retiree/dependent who is eligible for Medicare Part B premium reimbursement, yes, 
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 you will need to submit your annual Medicare Part B premiums for auto-reimbursement through MyChoice 
Accounts. For auto-reimbursement, you will enter Start Date of 1/1/2022 and End Date of 12/31/2022; for total 
amount, multiply your Medicare Part B premium amount by 12 (months) and enter that as the total. 
 
Where do I go on the website to submit a claim? 
You can access your MyChoice Accounts and submit a claim online through lumen.com/healthbenefits. On your 
home page, look for the piggy bank icon, labeled Consumer Accounts. You can also select "Consumer 
Accounts" from the drop-down menu next to your name in the upper right corner of the home page. There are 
videos and recordings of the webinar walking through the claim’s submission process on the website. 
 
What dates do I use on the claim submission when I am doing a claim for the entire year? 
For claims that span the entire year, use 1/1/2022 - 12/31/2022. For claims that span only a partial year, use the 
start and end date of the claim. 
 
What amount do I put if I am submitting a claim for the entire year? 
For the payment amount field, please use the annual amount. For instance, if you are requesting $200 per 
month for the entire 12 months, the amount you will enter is $2,400. 
 
Do I need to submit another claim if I did not put in the dates for the entire year for a claim that was 
intended for the year? 
No. The processor will review the claim and if they can determine that it is being requested for the entire year, 
they will process as such. There is no reason to resubmit with an updated yearly amount. 
 
Do I need to fill out the provider information for my claim? 
No, you do not need to enter a provider when submitting your claim. This field is not required, so you can skip 
and continue to the payment amount field. 
 
What do I need to do with the upload file box? 
The upload file box is where you submit your supporting documentation for the claim you are requesting. It is 
best to submit documents in PDF, JPG., or PNG. types. However, if you do not have your document in any of 
these formats, you can also take a picture of your documentation to upload. If you want to confirm what is 
required as documentation, please refer to Benefitsolver (lumen.com/healthbenefits) and look in the Reference 
Center or the Health Reimbursement Account tab to view the "Required Receipts and Documents." 
 
What is the Disclaimer message on the request a payment screen? 
This is a required certification indicating that the claim you are submitting has not been reimbursed through any 
other means. It also tells you that it will be paid via check if your banking information has not been entered. You 
must click the checkbox for your claim to be processed.  
 
Can I delete a claim if it is incorrect? 
No, you are unable to delete a claim that has been submitted. If you need to have a claim deleted or altered, 
you will need to contact the Service Center at 833-925-0487 and select the prompt for Health Reimbursement 
Account assistance. 
 
What are the basic guidelines for acceptable documentation? 
Documentation must include your name, name of the insured/covered individual (you and/or your spouse, if 
applicable), the carrier or provider's name, dates of coverage, cost of the premium paid (or expense, if 
applicable to your HRA), as well as an itemized receipt or proof of payment (bank statement). You can obtain a 
copy of the Receipts and Required Documentation in the Reference Center Health Reimbursement Account 
folder. 
 
What is acceptable documentation if my premium payment is made by credit card? 
Documentation must include your name, the carrier or provider's name, dates of coverage, cost of the premium 
paid (or expense, if applicable to your HRA) as well as an itemized receipt or proof of payment (bank 
statement). You can obtain a copy of the Receipts and Required Documentation in the Reference Center Health 



 

 
5 

©Businessolver.com, Inc. 2022. All rights reserved. 
 

Reimbursement Account folder. 
 
 
What is acceptable documentation if my premium payment is made through my pension? 
You may submit a copy of your benefits summary or a copy of your pension payment statement containing your 
name and cost of the premium as well as an itemized receipt or proof of payment (bank statement). You can 
obtain a copy of the Receipts and Required Documentation in the Reference Center Health Reimbursement 
Account folder or on the Health Reimbursement Account tab. 
 
What is acceptable documentation if my premium payment is made directly through my bank account? 
Documentation must include your name, the carrier or provider's name, and cost of the premium paid as well as 
a copy of your bank statement showing proof of payment. 
 
If I have benefits through Via Benefits, do I need to file a claim? 
No, if you have auto-reimbursement from your HRA set up through Via Benefits, there is no need for you to do 
anything. Via Benefits is sending a request for reimbursement file to MyChoice Accounts daily and those 
requests are processing into the MyChoice Accounts system for claims processing on Mondays. 
 
Do I need to submit a claim form with each claim I am filing? 
Yes, it is extremely important that you complete an electronic claim submission (either online through 
lumen.com/healthbenefits or the MyChoice Mobile App) or an electronic or hard copy if you are emailing, 
mailing, or faxing. This will minimize the risk of additional delays in your claims processing. 
 
What are my options to submit a claim and/or supporting claim documentation? 
You can submit supporting documentation in the following ways: 

• Website - This is the fastest way to both initiate your request for reimbursement payment and submit 
documentation. Go to lumen.com/healthbenefits, look for and click on the piggy bank. 

• MyChoice Mobile App - This is also one of the fastest ways to initiate your request for reimbursement 
payment and submit documentation. You will need to log into the above website to initiate the 
downloading and retrieval of the access code if you do not already have the app loaded. Download the 
app, sign in with your username and password from the online site, and select "Accounts" with the piggy 
bank to view your HRA. Select "request reimbursement," review the documentation guidelines, and 
select "I need to...ATTACH TO AN EXISTING TRANSACTION." Select the claim you'd like to associate 
with your documentation, upload the photo or file, and select SAVE. 

• Email - Email a copy of your claim form along with your documentation to: 
Lumenclaims@mychoiceaccounts.com 
This email address does not reply to comments, requests, or questions. It is used only to receive and 
image your documents. 

• Mail - You can mail a copy of the claim form along with your documentation through U.S. Mail to: 
MyChoice Accounts 
MSC 345475 
PO Box 105168 
Atlanta, GA 30348-5168 

• Fax - You can fax a copy of the completed claim form and your documentation to 855-883-8542. 

If I submit a yearly amount, how can I get it paid out monthly instead of one lump sum? 
You can only be reimbursed for what you have paid out of your own pocket. If you want to receive monthly 
reimbursement from your account enter the Start Date of 1/1/2022 and End Date of 12/31/2022. You will enter 
the total amount (your monthly premium amount times 12) in the Total box on the site or claim form. The 
processing team will then set your claim up to pay you the monthly amount on the 1st of every month. 
 
What do the different claims statuses mean? 
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• Paid in Full - Your claim will be paid for the amount requested 
• Partially Paid - Based on the funds available or expenses requested, only a portion of the claim could 

be paid. 
• Ineligible - Based on what's allowed for your plan, the expense was not eligible 
• Needs Documentation - The claim processing team needs additional documentation to confirm the 

request that was made. It could be confirmation of the dates, the amounts, or who the claim was for. 
If you click details next to the claim amount it will provide you with additional information. 

TECHNICAL HELP 
What browsers are supported to access Benefitsolver? 
This site is best viewed with the most recent, stable versions of the browsers below, all of which are freely 
available for download from their respective websites: 

Google® Chrome™: We recommend the current and 10 previous versions 
Mozilla Firefox®: We recommend the current and 7 previous versions 
Microsoft® Edge: We recommend the current and 5 previous versions 
Apple® Safari: We recommend the current and 3 previous versions 

 
What is the MyChoice Mobile App? 
This is an app that can be downloaded from the iOS App Store (Apple) or the Google Play Store (Android) on 
your phone. It is another convenient way to access your benefits information including your HRA information on 
the go. 
You can complete transactions, take pictures of your claims documentation to upload directly on the app, get 
benefits information, and take pictures of your ID cards and store them on the MyChoice Mobile App for 
convenience. In order to log into the MyChoice App, you will need to obtain a passcode by logging 
into lumen.com/healthbenefits and look for the "MyChoice Mobile App - Get Access Code" button on the home 
page. Log into the mobile app using the same username and password that you do with the online Benefitsolver 
portal. The Apple app requires iOS 11 or higher. The Android app requires OS 10 or higher. 
 
How do I access the MyChoice Mobile App? 
This is an app that can be downloaded from the iOS App Store (Apple) or the Google Play Store (Android) on 
your phone. In order to log into the MyChoice Mobile App, you will need to obtain a passcode by logging into 
lumen.com/healthbenefits and look for the "MyChoice Mobile App - Get Access Code" button on the home page. 
Download the app, walk through the log-in process using your same username and password that you'd use in 
Benefitsolver online, and enter the access code from your home page when prompted. You will only need the 
access code on your first login. 
 
The MyChoice Mobile App is asking me for a passcode, what do I enter? 
You will need to obtain a passcode by logging into lumen.com/healthbenefits and look for the "MyChoice Mobile 
App - Get Access Code" button on the home page. You will only need to enter this the first time you access the 
app. 
 
What do I do if I do not remember my User ID and/or password to the website? 
If you have forgotten your username or password, you can click the "Forgot your username or password?" link 
under "Login" on the sign on page. If you have not created a username and password for the site, you will need 
to click the "Register" link and enter the information requested to create a username and password. 
 
What does it mean when it says my account is “locked” when I try to log in? 
If you enter your username and/or password incorrectly three times, the system will lock you out of your account 
for security purposes. You will need to contact the Health and Life Service Center at 833-925-0487 for 
assistance. 
 
What do I do if the system says that my account is “locked” when I try to log in? 
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You will need to contact the Health and Life Service Center at 833-925-0487 for assistance. In the future, write 
down your case-sensitive username and password in a safe place, as well as your security question answers to 
help you access your account. 

CLAIMS PROCESSING 
How long does it take to get a claim processed and money sent? 
The current turnaround time for processing reimbursement claims through MyChoice Accounts is 7-10 business 
days from the date your claim is received by the processing team and processed. If you have your bank account 
entered for direct deposit, you will receive your reimbursement more quickly than if we have to send you a paper 
check (24-48 hours after the claim is approved). 
 
What do I do if I do not have the reimbursement within the stated timeframe? 
Please be patient as we are experiencing slightly longer than normal processing times due to the volume of 
claims received. You may continue to check your claims status by selecting the piggy bank icon in either the 
online Benefitsolver or the MyChoice Mobile App and selecting "View/Show Details."  
 
How can I check on my claim status? 
You can check the status of your submitted claims online or through the MyChoice Mobile App by clicking on the 
piggy bank icon on the home page and then click on the Activity tab. 
 
How can I tell if my claim is going to be paid via check or direct deposit? 
If you do not have your banking information set up in the system, you will receive a paper check. You can review 
your banking information online by clicking on the piggy bank icon and then Manage and Bank Account or via 
the MyChoice Mobile App by selecting the piggy bank icon labeled accounts and scrolling down to view Bank 
Accounts. 
 
What is the timing for monthly reimbursements? 
Monthly reimbursements are processed on the first business day of each month. Funds may take 2-4 days for 
direct deposit and 7-10 days for receipt of paper checks. 

PREMIUM REIMBURSEMENT 
If my premium changes during the year and I have an annual reimbursement already submitted, what do 
I need to do? 
You will need to contact the Service Center and request assistance in updating your auto-reimbursement claim. 
 
If we are a company couple (both are retirees from the company) do the Med B reimbursements have to 
be filed together or do we file separately? 
If you are retiree/dependent who is eligible for Medicare Part B premium reimbursement, you can file them 
separately, or together since you are sharing one HRA Account in MyChoice Accounts. 
 
What previous reimbursements do NOT need to be re-set up under the new administrator? 
If you were having your premiums processed through Via Benefits, you do not need to set up reimbursement for 
any payment being managed through Via Benefits. You would only need to set up reimbursement of your 
Retiree Dental and/or Supp. Life premiums, if applicable. You will also need to set up reimbursement for any 
amounts taken from your pension payment if you are making payments via your pension plan payment on a 
monthly basis. 
 
What previous auto reimbursements DO need to be re-set up under the new administrator? 
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You would need to set up reimbursement of your Retiree Dental and/or Supp. Life premiums, if applicable. You 
will also need to set up reimbursement for any amounts taken from your pension payment if you are making 
payments via your pension plan payment on a monthly basis. 

DIRECT BILLING 
I have set up direct debit from my account, however, it has not come out. What do I need to do? 
For an automatic direct debit to start, any existing prior balance must be paid in full through a one-time payment. 
Upon the processing of that payment to get your account paid in full, the following reoccurring deductions will 
come out on or around the 5th of the month. 
 
How do I set up a one-time payment? 
You may make a one-time payment by finding the "Make a Payment" button on your home page. You should 
also see your current balance there. If you would like to make a one-time payment, you will be assessed a $2.00 
convenience fee. 

1. Select your payment type and your amount.  
2. Review your payment details.  
3. Add your bank account information and your address/contact information. You may make this your 

primary account by selecting YES, and this information will be stored in the system. 
4. To make a one-time payment, select NO under the Auto-Pay prompt. 
5. Then select the blue PAY button. 

How do I set up recurring monthly payments coming out of my bank account? 
You may make a recurring payment by finding the "Make a Payment" button on your home page. You should 
also see your current balance there. If you would like to make a one-time payment, you will be assessed a $2.00 
convenience fee.  

1. Select your payment type and your amount.  
2. Review your payment details.  
3. Add your bank account information and your address/contact information. You may make this your 

primary account by selecting YES, and this information will be stored in the system. 
4. To set up re-occurring monthly payments, select YES under the Auto-Pay prompt. 
5. Then select the blue PAY button. 

Why can’t I pay by credit card? 
Currently payment by credit card is not an option. You can, however, set up a one-time payment from your 
account ($2.00 convenience fee will apply) or you can set up a reoccurring monthly ACH debit from your 
account (convenience fee will not apply). You can do both by going to lumen.com/healthbenefits. On the 
homepage, you will see your amount due and the ability to make a payment. Please know that you will need to 
make a one-time payment to get your account up to date and then set up reoccurring payments going forward. 
 
What is the $2 convenience fee? 
It is a fee that is charged to retirees for a one-time payment for health benefit premiums. To avoid future 
convenience fee charges, you can pay the current balance with a one-time payment (which will incur the $2 
convenience charge) and set up recurring payments for future premium payments. Recurring payments are not 
subject to the $2 convenience fee. 
 
How can I avoid the $2 convenience fee? 
You may avoid the convenience fee by setting up recurring payments. Find the "Make a Payment" button on the 
right-hand side of your home page. You should also see your current balance there. If you would like to make a 
one-time payment, you will be assessed a $2.00 convenience fee. 
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1. Select your payment type and your amount.  
2. Review your payment details.  
3. Add your bank account information and your address/contact information. You may make this your 

primary account by selecting YES, and this information will be stored in the system. 
4. To set up recurring monthly payments, select YES under the Auto-Pay prompt. 
5. Then select the blue PAY button. 

PENSION DEDUCTIONS: GROUP COVERAGE 
My health benefit premiums currently come out of my pension check, is there anything I need to do 
because of the transition? 
No, there is no action needed from you. Your group medical, dental, and life insurance premiums will continue to 
be taken from your pension check, as applicable. 
 
I currently pay my group coverage premiums, however would like to have them come out of my pension 
check, what is the process? 
If you are currently paying for your group coverage monthly premiums directly and would like to start having 
them deducted from your pension check, please call the Health and Life Service Center at 833-925-0487 during 
the hours of 7 am - 7 pm CST, Monday through Friday. 
 
I had more money come out of my pension for my premiums than I think I should have, whom do I 
contact? 
You can contact the Lumen Health and Life Service Center at 833-925-0487 during the hours of 7 am - 7 pm 
CST, Monday through Friday. Please be advised that our wait times have been extremely long therefore we 
have introduced a temporary email box specifically for retiree 
questions:  LumenRetireeHelp@businessolver.com. 

PERSONAL INFORMATION 
How do I add or change my email address? 
Once logged into lumen.com/healthbenefits you will click on your name at the top right corner and select 
"profile." On the "Your Account" tab, it will allow you to update your personal preferences including changing 
your personal email address, mailing address and the method by which you would like to be contacted. 
 
 


