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How plans work
An overview of terms
Claims
Claims are requests for your plan to pay for services you 
receive. We use claims to check what your plan covers 
and the amount we’ll pay.

Explanation of Benefits (EOB) 
statements
An Explanation of Benefits statement or EOB breaks down 
how we process your claims. It’s not a bill and may not 
show the current balance you owe. When something 
changes with your claim, you’ll get a new statement.

Coinsurance
Coinsurance is a fixed percentage. For example, if your 
care is $100 and your coinsurance is 20%, you pay $20.

Copay
Copay is a fixed dollar amount. For example, you may pay 
$25 per doctor office visit. It can also be called a 
copayment.

Deductible
Deductible is the total amount you pay for covered 
expenses each year. Once your annual deductible is 
met, you still pay your copay or coinsurance, but we pay 
for all other covered expenses. For most plans, eligible 
preventive care is covered at 100% with no deductible 
when you use network providers.

Out-of-pocket maximum
Out-of-pocket maximum is the maximum you pay each 
year for covered expenses. Once you hit your maximum, 
the plan pays 100% of covered expenses for the rest of 
the year.

Guarantee of Payment (GOP)
Guarantee of Payment or GOP is a preauthorization 
document like a referral. It shows doctors outside of 
the U.S. that we’ll pay for your services.

INSIDE THE U.S.

In network — visit any doctor, no referrals needed.

Network providers contract with us to offer rates that 
are often lower than their regular fees. So choosing a 
network provider may save you money.

Your network doctor works directly with us to get 
approval for your care and files claims for you. You 
may pay a portion of the charges in the form of a 
copay or coinsurance.

Out of network — visit any licensed doctor, no 
referrals needed.

Out-of-network doctors and hospitals don’t contract 
with us, so this option may cost you more. You’ll often 
have to:

• Get approval from us before receiving certain services
• Pay the full amount up front
• File your own claims

OUTSIDE THE U.S.

We recommend you visit providers, hospitals or clinics in our global, direct-pay network. No referrals are needed.
Direct pay means a better health care experience. It lets you take advantage of:

• Lower rates
• No or low out-of-pocket costs at the time of service
• Doctors who bill us directly for your care so you 

don’t have to file claims

• Easier admissions for inpatient care
• Guarantee of Payment (GOP) documents sent 

directly to the treatment facility

If you choose to see a provider outside of our direct-pay network, you can pay at time of service and submit a 
claim for reimbursement.

Learn more and make the most of direct pay and GOPs: Aet.na/Direct-pay-guide
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https://www.aetnainternational.com/content/dam/aetna/pdfs/aetna-international/memberkit/DirectPay_GOP_Guide_M.pdf


What to know about claims

Not everyone will need to submit claims. It depends on where you get care, which providers you 
see, or other health care services you use. But if you need reimbursement for covered health care 
costs, here’s what to know.

When claims are required 

If you choose to see an out-of-network provider in the 
U.S. or are getting care outside of the U.S., you may need 
to pay at the time of service and then submit a claim for 
reimbursement. You may also have to submit claims for 
dental, vision and other medical expenses, like 
prescriptions. 

Before you submit your claim
• Submit your claim within 12 months from the day of 

your treatment.
• Have all supporting documents on hand, including 

original receipts, certificates and X-rays.
• Put your member ID number on each document 

you send.
• Be ready to provide complete details of your visit, 

including the reason and a description of services.
• Know in what currency and method — check, wire 

or electronic funds transfer (EFT) — you’d like your 
reimbursement. We don’t charge processing fees for 
EFT, wire transfers or direct deposits. But your bank 
might, so make sure you check.

How to submit a claim 

Log in at AetnaInternational.com.

Click “My Claims,” then select “New claim” 
to go to your online claim form. It’s prefilled 
with as many details as we have.

Complete the online form.

Scan or take pictures of your receipts and upload.

Select your preferred currency and method of 
reimbursement in the “Payment Details” and 
“Banking” sections on your claim form.

Submit your claim, noting your reference tracking 
number to check the status.

After you submit, your claim will show up in the claim 
center section under “Online submission history.” 
Keep your original receipts in case you need them 
to verify anything.

You can also mail or fax a claim. But you’ll usually get 
your money faster by sending it online.
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How to track your claims

Log in at AetnaInternational.com and select 
“My Claims.”

Select “Check claim status.” You’ll be taken to 
a screen where you can view the status and see 
the Explanation of Benefits (EOB).
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https://www.aetnainternational.com/
https://www.aetnainternational.com/


Support & digital access
We make it easy to find what you need. Whether you want to find care, manage your 
benefits, check claims, plan for treatment or something else, it’s easy to get simple, 
convenient information. All right at your fingertips.

Just connect with us however it’s best for you. Call our team — we know the 
“ins and outs” of your benefits, and we’re just a phone call away. Or use your member 
website as your one-stop resource. And don’t forget to download our apps to see 
your ID card, find care, make appointments and more — when you’re on the go.
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https://www.aetnainternational.com/
https://www.aetnainternational.com/
https://www.aetnainternational.com/
https://apps.apple.com/us/app/aetna-international/id595697987
https://play.google.com/store/search?q=aetna+international&c=apps
https://www.aetna.com/legal-notices/privacy.html
https://www.aetna.com/legal-notices/privacy.html
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Your benefits plan
An international health and wellness plan means peace of mind, no matter 
where you are
We put our deep understanding of international standards, whole-person health and 
cultural differences into every aspect of your benefits plan. And it’s all been designed 
with you in mind.

So know you can always count on us. We’re here to give you unmatched support and 
coverage inside and outside of the U.S. So you and your family can live your healthiest 
lives, anywhere in the world. 
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https://www.aetna.com


https://www.aetna.com
https://www.aetna.com/individuals-families/pharmacy/rx-home-delivery.html
http://expatps.com/Aetna/
https://www.aetnainternational.com/


11



Network & access to care
When you need to find the right care, it’s always reassuring to know you have choices. 
Our vast network includes primary care doctors and specialists, hospitals and other 
health care providers — all around the globe.

And it’s never been easier to connect with care. Just use our provider search tool 

on your member website. Or use our apps when you’re on the go.
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https://www.aetna.com
https://www.aetna.com


https://www.cvs.com/virtual-care/
https://www.cvs.com/virtual-care/


https://www.aetna.com
https://www.aetna.com
https://www.aetna.com
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Network & access to care
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Programs & resources
No health and benefits plan would be complete without extra support to help you feel 
your best. That’s why you have a variety of ways to enhance your health and wellness.

So whether you’re looking to improve your physical or mental health, or just need a 
little extra support, we’ve got the program that’s right for you.
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https://www.aetnainternational.com/


https://www.aetnainternational.com/
https://www.aetnainternational.com/
https://crisis24horizon.com/Aetna


https://www.WysaBuddy.App.Link/AetnaMember
https://www.talkspace.com/coverage/insurance/aetna
https://www.aetna.com


https://www.meruhealth.com/aetnainternational
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Managing costs
It’s always important to plan ahead, stretch your health care dollars and avoid any 
surprise bills. And we’re here to help you do just that. Read on to find out how you 
can save with special perks and discounts.
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https://www.aetna.com
https://www.aetnainternational.com/
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It’s important to take care of the whole you
This includes your physical and mental wellness. 
That’s why your benefits include checkups, screenings, 
vaccines, prenatal care services, counseling and more. 
And there are no out-of-pocket costs when 
you stay in network. So it’s good for your 
health — and your wallet.

Keep your health 
in check with  

preventive care

You can get:
• Annual routine physical exam for adults 

and children
• Immunizations
• Well-woman exam, including cervical 

cancer screening
• Preventive mammogram
• Diabetes screening for pregnant women
• Colorectal cancer screening, based on age
• Prostate cancer screening, based on age
• Counseling (alcohol, smoking, nutrition 

and more)

These are just a few examples of the 
services available. Be sure to check your 
plan for details. And talk with your doctor 
about the care that’s right for you.

We’re here to help

If you have questions, just call our 24/7 Member Services team
at the number on your ID card.



https://ofac.treasury.gov/
https://www.aetna.com/individuals-families/member-rights-resources/rights/disclosure-information.html

