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Calling About a Medical Bill
Question a charge and ask about a payment plan.

 LISTENING

1  Describe the Picture
Look at the picture with your partner. Take turns. Talk for one minute. Keep talking!

 YOU CAN SAY 

I can see...
There is... / There are...
He is... / She is... (+ing)
I think... because...

 THEN ASK EACH OTHER 

Where are they?
What's happening?
What happens next?

2  Reading — Hassan Questions a Medical Bill
Read silently. Then read with a partner.

Hassan received a medical bill for 840 dollars after a short visit for his shoulder. He read the bill 
carefully. One charge was for a lab test that he did not have. His daughter reminded him that bills can 
have mistakes and told him to call the billing office.

Hassan called member services with his account number ready. He said, "I think there may be a 
mistake. Could you check this charge?" The representative checked the bill and found that the lab 
charge belonged to another patient. The office removed the incorrect charge and explained what 
Hassan's insurance covered. His new total was 108 dollars.

Hassan still could not pay 108 dollars at one time, so he asked about a payment plan. He was able to 
make four monthly payments with no extra fee. Hassan was glad he checked the bill and asked 
questions.
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3  Dialogue
Read with a partner. Read it again and switch roles. Practice it several times. Next,  
fill in the missing words from memory!

 SPEAKING

Representative: Thank you for calling BlueSky Insurance member services. May I have your name, 
please?
Hassan: Good morning. My name is Hassan Ali. My account number is 5 5 2 - 9 9 0 7.
Representative: Thank you, Mr. Ali. I have your account. How can I help you today?
Hassan: I received a medical bill for my visit on May 10th. The total amount is 840 dollars, and I think 
there may be a mistake.
Representative: Let's look together. Which charge seems wrong?
Hassan: There is a lab test for 300 dollars — but I didn't have a lab test. Could you check the charge, 
please?
Representative: Checking now... You're right. The lab code was for another patient. I'm removing it 
— the new total is 540.
Hassan: Thank you. And of that 540 — what does my insurance cover?
Representative: Your plan covers 80 percent. Your part is 108 dollars. We will send a new bill with 
the correct amount.
Hassan: 108 is better than 840. But this month is difficult. Is there a payment plan?
Representative: Of course. We can split it month by month — four payments of 27 dollars, no extra 
fee.
Hassan: Four payments of 27. Yes, please set that up. Can I pay online?
Representative: Yes — online, by phone, or by mail. The first payment is due July 1st.
Hassan: Wow — you fixed 732 dollars in ten minutes. My daughter was right: bills can have 
mistakes.
Representative: Smart daughter! Always call and ask. Have a great day, Mr. Ali.

4  Vocabulary
Translate it, explain it, or use it in a sentence.

Word / Phrase Meaning My sentence

my account number

a medical bill

the total amount

that seems wrong

check the charge

my insurance covers

send a new bill

a payment plan

month by month

pay online

Calling About a Medical Bill (COAAP 29 · IL) · v4.0 · © 2026 ESL Video, Inc. · CC BY-NC 4.0 · eslvideo.com · Listen: youtu.be/rIAd00Qb4sw

https://youtu.be/rIAd00Qb4sw
https://eslvideo.com/cb.php?iframeid=170363792627


5  What Do You Remember?
Fill in the missing words. Do not look back!

 WORD BANK 

  my account number       month by month       check the charge       the total amount       my 

insurance covers       pay online       that seems wrong       send a new bill       a payment plan       a 

medical bill 

Representative: Thank you for calling BlueSky Insurance member services. May I have your name, 
please?
Hassan: Good morning. My name is Hassan Ali. (1) __________________________________ is 5 5 
2 - 9 9 0 7.
Representative: Thank you, Mr. Ali. I have your account. How can I help you today?
Hassan: I received (2) __________________________________ for my visit on May 10th. (3) 
__________________________________ is 840 dollars, and I think there may be a mistake.
Representative: Let's look together. Which charge (4) __________________________________?
Hassan: There is a lab test for 300 dollars — but I didn't have a lab test. Could you (5) 
__________________________________, please?
Representative: Checking now... You're right. The lab code was for another patient. I'm removing it 
— the new total is 540.
Hassan: Thank you. And of that 540 — what does (6) __________________________________?
Representative: Your plan covers 80 percent. Your part is 108 dollars. We will (7) 
__________________________________ with the correct amount.
Hassan: 108 is better than 840. But this month is difficult. Is there (8) 
__________________________________?
Representative: Of course. We can split it (9) __________________________________ — four 
payments of 27 dollars, no extra fee.
Hassan: Four payments of 27. Yes, please set that up. Can I (10) 
__________________________________?
Representative: Yes — online, by phone, or by mail. The first payment is due July 1st.
Hassan: Wow — you fixed 732 dollars in ten minutes. My daughter was right: bills can have 
mistakes.
Representative: Smart daughter! Always call and ask. Have a great day, Mr. Ali.

Calling About a Medical Bill (COAAP 29 · IL) · v4.0 · © 2026 ESL Video, Inc. · CC BY-NC 4.0 · eslvideo.com · Listen: youtu.be/rIAd00Qb4sw

https://youtu.be/rIAd00Qb4sw


6  Talk About It
 PART 1 · YOU AND THE STORY 

1. Have you ever found a mistake on a bill? What did you do?
2. What does it mean to be polite but firm when you ask about a problem?
3. Who in your family usually calls a company when there is a billing problem?

 PART 2 · TELL YOUR STORY 

Tell your partner about a time you had to be polite but firm with a company, office, or person. Speak 
for one minute or more.
You can say: what the problem was · what you said · how the person answered · how it ended

 PART 3 · WHAT DO YOU THINK? 

1. Why is it important to read a medical bill carefully?
2. What could make medical bills easier to understand?
3. Some apps can check bills for possible mistakes. What information would you want before you 
shared a medical bill with an app?

7  Now You Try — Call Member Services
The envelope said 'STATEMENT' and the number inside said 
$840. For a twenty-minute visit? You read it three times at the 
kitchen table. One line looks wrong — a 'lab test' you don't 
remember. Your daughter says what you're thinking: 'Papa, bills 
can have mistakes. Call them.' You find your account number, 
take a breath, and dial member services. Politely — but firmly.

  YOUR GOAL 

Question the charge, learn what insurance covers — and leave 
with a payment plan.
Scan the code and call an AI representative at BlueSky Insurance. 
Practice every day this week!
Cannot scan? Go to: eslvideo.com/cb.php?iframeid=502085192615
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8  Write Your Own Dialogue
Work with a partner. Student A is the representative. Student B has a different bill problem: you were charged 
twice for the same visit.

A: Thank you for calling member services. May I have your name?

B: My name is ______________. My account number is ______________.

A: How can I help you today?

B: I received a medical bill. The total is ________ dollars, and I think there may be a mistake.

A: Which charge seems wrong?

B: There is a charge for ______________________, but ______________________________. 
Could you check the charge?

A: Checking now... ________________________________________.

B: Thank you. What does my insurance cover?

A: Your plan covers ________ percent. Your part is ________ dollars.

B: Is there a payment plan?

A: Yes — ________ payments of ________ dollars.

B: Perfect. Please set that up. Thank you!

Now practice your dialogue out loud. Switch roles!
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Answer Key (teacher page)

5 · What Do You Remember?
1. My account number · 2. a medical bill · 3. The total amount · 4. seems wrong (that seems wrong) · 
5. check the charge · 6. my insurance cover (my insurance covers) · 7. send a new bill · 8. a payment 
plan · 9. month by month · 10. pay online
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