Model Letters: Simplify ‘Working’ Overpayment Refunds with Form Letters

Letter #1: Return Overpayment to Payor

May 1, 2004

Re: Claim #2345; Insured: Julian Jones, Policy #9876

Dear XYZ Medical Claims Rep.:

On March 22, 2004, we performed a CT of the sinus on the above named patient. By remittance notice April 27, 2004, attached, you reimbursed our practice $554 for this procedure. Our fee schedule suggests that we should be reimbursed $354; therefore you have overpaid us in the amount of $200.

Enclosed please find a check made out to XYZ Medical Insurance in the amount of $200. This represents a refund of the overpayment described above. Should you have any questions or need further assistance, kindly contact me at (555) 888-1111, Monday–Thursday between the hours of 8 a.m. and 3:30 p.m.

Thank you for your prompt attention to this matter.

Yours truly,
Jane Doe, Office Manager

Letter #2: Payor Rejects First Refund Attempt

May 21, 2004

Re: Claim #2345; Insured: Julian Jones, Policy #9876

Dear XYZ Medical Claims Rep.:

We are in receipt of your notice dated May 19, 2004, and a check written to you on our practice’s account in the amount of $200, which you have returned to us.

By letter dated May 1, 2004, we informed you that you overpaid us for the CT of the sinus we performed on the above- named patient on March 22, 2004. We believe you have returned this overpayment refund to us in error. Accordingly we sent you our check #34567, dated May 1, 2004, in the amount of $200. We enclose a copy of the original remittance statement and the letter of May 1 for your convenience, as well as a copy of the check.

Kindly review your records and investigate this matter to determine the source of the confusion. Please inform us of your progress within 30 days. We will reissue a refund check to you immediately upon your acknowledgment of the overpayment. Should you have any questions or need further assistance, kindly contact me at (555) 888-1111, Monday–Thursday between the hours of 8 a.m. and 3:30 p.m.

We appreciate your immediate attention to this matter.

Yours truly,
Jane Doe, Office Manager

cc: XYZ Medical Provider Representative, 
XYZ Medical Insurance Medical Director, Ruth Radiologist, MD

Letter #3: No Resolution Occurs Within Time Frame

June 28, 2004

Re: Claim #2345; Insured: Julian Jones, Policy #9876

Dear XYZ Medical Claims Rep.:

[Insert either:] We have not had a response to our letter of May 21, 2004, regarding our attempts to refund to you an overpayment.

[Or:] We are in receipt of your response of June 15, 2004, to our letter of May 21, 2004, regarding our attempts to refund to you an overpayment.

By letter dated May 1, 2004, we informed you that you overpaid us for the CT of the sinus we performed on the above- named patient on March 22, 2004, and by letter dated May 21 explained that you have returned this overpayment refund to us in error. We asked you to review your records and investigate this matter to determine the source of the confusion, and to inform us of your progress within 30 days. [Insert either:] As we have not heard from you, we strongly suggest that you open a claims investigation to determine why our overpayment refund is not being accepted. [Or:] As you have not acknowledged the overpayment, we strongly suggest that you open a claims investigation to determine why our overpayment refund is not being accepted.

[Insert if applicable:] Under state law payors have [insert amount of time, e.g., one year] to correct errors and make demands for repayment that result from errors. Please note that we will continue to attempt to refund the money erroneously paid to us for the statutory period only.

You may contact me at (555) 888-1111, Monday–Thursday between the hours of 8 a.m. and 3:30 p.m. for additional information, if required.

Your immediate attention to this matter is required and expected.

Yours truly,
Jane Doe, Office Manager

cc: XYZ Medical Provider Representative, 
XYZ Medical Insurance Medical Director, Ruth Radiologist, MD

Letter #4: Final Letter Informing Payor of Disposition

April 2, 2005

Re: Claim #2345; Insured: Julian Jones, Policy #9876

Dear XYZ Medical Claims Rep.:

We have made repeated, unsuccessful attempts to refund an overpayment you made to us on April 27, 2004. Please see attached correspondence for further information.

[Insert either:] Please be informed that on May 1, 2005, in accordance with applicable law, we plan to ask our patient, Julian Jones, for permission to apply the full amount of the overpayment to his outstanding balance.

[Or:] Please be informed that on May 1, 2005, in accordance with applicable law, we plan to remit the full amount of the overpayment to the patient, Julian Jones.

I may be reached at (555) 888-1111, Monday–Thursday between the hours of 8 a.m. and 3:30 p.m., should you wish to discuss the matter.

Yours truly,
Jane Doe, Office Manager

cc: XYZ Medical Provider Representative, 
XYZ Medical Insurance Medical Director, Ruth Radiologist, MD

Letter #5: Send Overpayment to Patient

May 1, 2005

RE: Claim for Service Provided March 22, 2004, to XYZ Medical Insurance, 
Your Policy #9876

Dear Mr. Julian Jones:

On March 22, 2004, we submitted a claim to your insurer, XYZ Medical Insurance, for reimbursement for the CT of the sinus that we performed on March 22, 2004. XYZ Medical paid our claim, but overpaid us in the amount of $200.

We have attempted to refund the amount of the overpayment to XYZ several times. However, XYZ does not recognize an error and will not accept our refund. [Insert either:] Accordingly, please contact us to let us know how you wish to handle this matter. With your permission we can apply the full amount of the overpayment, $200, to your outstanding balance. If we do not hear from you by May 15, 2004, we will send you a check for the full amount. [Or:] Enclosed please find a check in the amount of $200.

Please feel free to contact me at (555) 888-1111, Monday–Thursday between the hours of 8 a.m. and 3:30 p.m., if you have any questions or if we can assist you in any way.

Yours truly,
Jane Doe, Office Manager

cc: XYZ Claims Representative, XYZ Medical Provider Representative, 
XYZ Medical Insurance Medical Director, Ruth Radiologist, MD

