
























QUESTIONNAIRE  
  

All interested parties must complete the following questions in this exhibit and return with your 
response.  If a particular question does not apply, type “NA” after restating the question.   
 

1. What is the full name of your company? Paychex Inc    
 

2. How long has your organization been providing FSA Administration?  20 Years 
 
3. How long in the State of Florida?  20 years 

 
4. How many clients have you provided FSA Administration for the following lengths of 

time? 
 

a. 1 – 2 Years     
b. 2 – 3 Years     
c. 4 or more Years    

 
5. For how many employers do you contract this service?   

 
6. Describe your requirements for spending account funding.   Paychex will send a check 

using the business bank account to the Plan Administrator for signature unless a laser 
signed check is preferred to be sent to the employee’s home.   For Debit Card and Direct 
Deposit, Paychex will notify via email the Plan administrator when funds are required.  
Emails are sent every day at 4pm for those clients that have an employee with a request 
for reimbursement via Direct Deposit or Debit Card. 

 
7. How many representatives are assigned to communicate with client benefit staff and 

respond to problems and where are their offices located?   Over 200 representatives are 
staffed to assist employees and employers from 8am to 8pm Eastern Time.  Offices are 
located in Rochester NY 

 
8. Does your company provide 24 hour online access to account information, claims status 

and activity for client and participants?   For Participants, yes. 
 

9. Briefly describe your processes for reimbursing eligible out of pocket expenses.   If 
receipts are sent requesting a check reimbursement Paychex would review the claims in 
2 business days or less and Paychex system will prepare a check or direct deposit the 
following day.   If Debit Card was used and claim was able to be auto substantiated then 
nothing more is required.   If debit card is used and claim was not able to be auto 
substantiated then email is sent to employee asking for documentation. 

 
10. Does your company accept faxed copies of claims?  Yes. 

 
11. What claims documentation will your company require from a participant in order to pay 

a claim?   Dependent upon claim.  Paychex follows IRS guidelines in regards to claims 
adjudication. 

 
12. How are participants notified when a claim has been denied or a card usage is disputed?  

For debit card participants email is sent.  For employees that prefer paper claim, letter is 
sent in the mail.   
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13. Please explain how your company’s system will adjudicate claims. Include the following: 

 
a. Does your company have a minimum claim reimbursement amount?  No. 
b. Is there a system check for duplicate claims?  Yes, our system will ask specialist 

to verify any claim amount that matches another claim submitted by the 
employee. 

c. How are incomplete claims communicated?   See 12. 
 

14. Will participants have the option to receive their reimbursements via check or direct 
deposit?  Yes. 

 
15. Does your company process and disburse claim payments on a daily basis? Are claims 

paid within 10 business days with most of the claims being paid within 2-5 business 
days? If not, please explain the time period for your company’s reimbursements.  See 
#9. 

 
16.  Does your company resolve all servicing issues related to FSA’s including check 

issuance and/or direct deposit? Explain this process.   Paychex issues a check on 
Paychex paper stock but the bank account belongs to our client.   

 
17. What customer service standard of time is used for responding to participant inquiries? 

Same day, next  business day, within 24 hours, etc.   Generally one business day but 
dependent upon status of inquiry. 

 
18. Where are your company’s customer service and claims departments located?  

Rochester NY  
 

19. Do you offer a debit card? If yes, describe how you comply with IRS guidance and 
regulations regarding electronic payment cards.  Yes, Paychex uses a debit card vendor 
who uses the IIAS system.  If a claim is not able to be automatically adjudicated 
electronically Paychex sends notice to the employee.  If the employee has 
unsubstantiated claims for 45 days the debit card is inactivated. 

 
20. Is there an extra fee for the debit card?   No. 

 
21. Does a minimum participation requirement apply?  No 

 
22. Will you have staff be available to attend Open Enrollment Question and Answer 

sessions even though we have an online enrollment process and is there a fee for this 
service?  No. 

 
23. Describe you company’s compliance with HIPAA.   Paychex has had a standing rule that 

clients lists and information are never to leave the company.  We do not sell or otherwise 
divulge our client information to any outside parties without prior consent.   Situations 
that arise requiring prior consent are generally at the behest of our client (ex. CPA 
requests). 

 
24. How will employee data be maintained in your company’s system? Does your company 

use the participants’ social security number or another unique ID number?   Paychex 
uses the employee Social Security number in our system.  When employees fill out their 
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25. What are your company’s control standards for payment accuracy (frequency and dollar 

amount)? How is performance monitored?   Paychex has an audit team that oversees 
the accuracy of each claims processor. 

 
26. Does your company provide balance information such as quarterly statements for the 

1st, 2nd, 3rd, and 4th quarters during the plan year for all enrolled participants?   
Paychex provides balance information on a regular basis to employees as they submit 
claims.   Otherwise, an employee will be reminded that their time is running short in 
January or February of the following year to allow them to submit receipts by the 
deadline of 3/31. 

 
27. Does your company provide reports summarizing number/percent of claims that are 

reimbursed within the contract time frame? How frequently is this report supplied?   
Paychex can provide a report upon demand called a check History report.   This will 
assist in reconciling items on the account such as checks and direct deposits. 

 
28. Following the end of the plan year, how and when does your company provide 

notification regarding any forfeiture?   Forfeiture letters are sent in Early June after the 
claims deadline of 3/31 and the dispute period of 5/15 has passed. 

 
29. Does your company administer the FSA accounts directly or do your hire a sub 

contractor for the administration?  Directly. 
 

30. Does your company develop with the employer the data exchange layout for the 
transmission of payroll deduction and eligibility information? Does your company receive 
and process payroll deduction and eligibility data from the employer via FTP, Secure 
Email, or hard copy listing?  Paychex uses a system that will automatically assume 
payroll data based upon given frequency.   Any employee changes are handled via 
paper enrollment/change form. 

 
31. Provide a copy of the detailed written disaster and recovery plan for your company. 

 
32. Describe how your company ensures the security of information passed over the Internet 

or through other electronic transmissions between the vendor, the Client/Employer, 
and/or participants.   Paychex has the availability of using Secure email however this is 
rarely used for FSA plans as we do not send information of a secure nature via email as 
a company practice. 

 
33. Does your company accept a file transfer of ongoing enrollments?  No. 

 
34. How does your company communicate enrollment problems to the plan sponsor (via fax, 

email, or telephone)? What is the standard timeframe for resolving enrollment issues?  
New Enrollments and/or changes are processed within 2 business days.  Any issues 
with an enrollment would be mailed back with a copy of the enrollment form and a letter 
explaining what other information may be required. 
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35. In what format (i.e. electronic, paper, fax, etc.) will your company receive notifications of 
terminated participants?   Paper Enrollment/Change form. 

 
36. Does your company provide pre-printed copies of the claim reimbursement forms?  Yes. 

 
37. How does your company handle claims that are appealed?   Initial call by employee 

would be given an explanation of why claim was not able to be processed.  If employee 
persists we will refer them back to their company plan administrator. 

 
38. What is the average time frame of the appeals process? Does your company have an 

appeal’s committee? Are the number of appeals along with the appeals outcome 
reported to the plan sponsor? If so how often?   Paychex allows the company Plan 
administrator to handle any employee appeals and Paychex would then take direction 
from our client. 

 
39. Please list the standard FSA services included in your company’s administrative fee. 

 
40. Does your company provide COBRA notification of rights to employees who have 

“qualifying events” including which coverage can be continued, premium rates, provider 
lists (if applicable), and rights under the COBRA laws?   No. 

 
41. Does your company send acknowledgement letters (for all COBRA eligible benefits) to 

employees who have elected continuation of coverage under COBRA, and advise 
continuants of their coverage eligibility period?  See 40 

 
42. Does your company send billings to employees for all eligible benefits, upon receipt of 

application for continuation of coverage, and terminate as appropriate based on the 
applicable COBRA benefit eligibility period?  No 

 
43. Our goal is for FSA Open Enrollment to run from December 1 through December 17, 

2010 for an effective date of January 1, 2011.  The proposals will go to the Board of 
County Commissioners for approval on November 23, 2010. if your company’s quote is 
approved on November 23, 2010, can you operate within these timelines and have the 
accounts active by January 1, 2011?  Yes. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 






