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DentaQuest Digest

SAVE TIME. (AND TREES.)
Remember, you can save time, paper 
and money by setting up electronic 
funds transfers (EFTs) and electronic 
EOBs. Call your Provider Relations 
Representative today! 

You can also go green by using the 
DentaQuest Provider Web Portal at 
our website to easily submit claims and 
authorizations. Just visit dentaquestgov.
com, click “Dentists,” select your 
state and then log in or register at 
the Provider Web Portal. Once you’re 
registered and logged in, simply select 
“Enter Dental Claims” or “Enter Dental 
Authorizations” from the menu. 

Questions? Just contact our customer 
service department and select 
option 7, or send an email by visiting 
dentaquestgov.com, selecting “Contact 
Us,” then selecting the “Provider Email” 
page. 

NEW MARKETPLACE PLANS FOR 2015
DentaQuest has made several new plans available on the insurance marketplace for 
2015. DentaQuest plans are available on the state Marketplaces in Arizona, Florida, 
Georgia, Maryland, Pennsylvania, Texas and Virginia.

UNDERSTANDING THE ROLE OF CULTURE IN DENTAL CARE 
Many families, especially those in Medicaid and CHIP programs, face multiple barriers 
to receiving dental care. They simultaneously have a low income, are members of a 
racial or ethnic minority and lack a dental home.

Some dentists are unprepared to provide care to patients of diverse cultures.  Each 
culture has unique values, beliefs, languages and unwritten rules that guide member 
behavior. Dentists who recommend treatment without regard to their patients’ beliefs 
experience lower patient compliance with their recommendation and as a result, 
inferior outcomes. Communicating in a language and with cultural values that patients 
understand is essential to keeping patients satisfied and healthy. 

Understanding a different culture

In this context, we are referring to culture as thoughts, style of communication, 
languages, actions, customs, beliefs, values and institutions of a given population. 
Everyone belongs to multiple cultural groups and accepts cultural elements from one or 
more of these groups.

Here are a few examples of areas that frequently arise when working across cultures: 

• Respect – Respect is a core element in all cultures; however, it differs dramatically 
across cultures. For example, people greet each other differently. Americas are 
taught to look a person directly in the eye, and they feel insulted when someone 
avoids eye contact. Whereas the Japanese could find such direct eye contact 
insulting.

• Health beliefs – Patients from other cultures have unique expectations, 
experiences, values, and beliefs (referred to as health beliefs) regarding dental 
care and oral health. Since health beliefs rarely come up in discussion, many 
people assume they are shared by everyone. A dentist who treats “everyone the 
same” may unwittingly violate a patient’s health beliefs and find the treatment plan 
ignored and the patient dissatisfied. 

• Patient’s level of knowledge of U.S. dental care – Patients from other countries may 
have a limited understanding of mainstream American dental care. Dentists need to 
help patients understand the benefits and purpose of American dental care. 



UNDERSTANDING THE ROLE OF CULTURE IN DENTAL CARE 
(Continued)

Patient/clinician relationship – Patients may anticipate a difficult relationship with their 
dentist depending on their past experiences. Past dental experience can create an 
atmosphere of mistrust. 

What can I do to ensure I have a culturally sensitive dental practice? 

Here are a few ways that you can positively impact the experience of your diverse 
patient population.

• Welcoming – In many Latin American, Asian, and Native American cultures, family 
members and friends accompany patients to the dentist. One or more of these 
family members may be involved in clinical decision making. Welcoming the whole 
family - however the patient defines family - will help everyone feel more at ease. 

• Offering a tour of the facility – Many patients may not understand the roles of the 
dentist, dental hygienist, dental assistant and reception staff. They vary from office 
to office. A dental assistant might also serve as receptionist and interpreter in some 
offices, while a health center may have multiple receptionists and professional 
interpreters. 

• Taking a culturally effective history – This involves obtaining information that may 
affect treatment recommendations and doing so without being a burden to the 
provider or the patient. The questionnaire, which can be found on the provider web 
portal, is designed to allow patients to provide cultural information at the same time 
as completing the dentist’s standard registration/history form. 

Learn more about providing culturally sensitive care

US Department of Health and Human Services: https://www.thinkculturalhealth.hhs.gov/

Cultural Competence Health Practitioner Assessment from the National Center for Cultural 
Competence Georgetown University http://nccc.georgetown.edu/features/CCHPA.html

Self Assessment for Cultural Competence from the American Speech and Hearing Association 
http://www.asha.org/practice/multicultural/self.htm 

Excerpts taken from the Massachusetts Dental Society’s Cultural Competency Report for MDS 
Members. To read the full report visit: http://www.massdental.org/uploadedFiles/For_the_Public/
Cultural%20Competency%20Handout.pdf 

APPEAL PROCESS REMINDER
Did you know you have the right to file 
an appeal or complaint? Any provider 
that disagrees with determinations 
made by DentaQuest’s dental 
directors may submit a written notice 
of appeal to DentaQuest specifying 
the reasons disagreement.  

Here are some helpful hints to keep in 
mind when submitting an appeal:

• Supply accurate information in  
connection with an appeal or  
complaint. 

• Verify that all documents needed 
for re-review have been submitted, 
(i.e. x-rays, narrative, records, etc.) 

• If you reside in a state where  
member consent to appeal is  
required, you must include a 
signed waiver from the member in 
order to appeal. Sample forms are 
available in your office reference 
manual. 

• Your contract specifies a specific 
timeframe after the date of service 
when a claim must be submitted. 
Any claim submitted beyond the 
timely filing limit specified in the 
contract will be denied for   
“untimely filing.” If a claim is denied 
for “untimely filing”, you cannot 
bill the member. If DentaQuest is 
the secondary carrier, the timely  
filing limit begins with the date of  
payment or denial from the primary 
carrier. 

• There is a specific timeframe after 
the date of determination when an 
appeal for a prior authorization can 
be submitted to DentaQuest.  This 
timeframe is outlined in your ORM 
or if you submit a claim for a service 
and it is denied for requiring prior 
authorization, the remit will indicate 
the filing limits to appeal.

• Obtain a signature of waiver if you 
intend to charge the member for 
any non-covered benefits. The 
signed waiver must include the 
specific codes and dollar amount 
being charged for each code and 
be signed prior to or on the date 
the services are rendered. 

Should you have any questions, 
please refer to the web portal or 
your office reference manual for 
instructions on how to file an appeal. 
This will ensure that you are obtaining 
the specific appeal rights in your state.
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ORM AVAILABILITY
As a reminder, it is important to reference 
the provider office reference manual 
(ORM) posted on our website at www.
dentaquestgov.com. Updates to the 
information contained in the ORM, 
including benefits, benefit limitations, 
authorization requirements, etc., are 
frequently posted online. To ensure 
you always have the most up-to-date 
information, please use the online ORM. 
If you print a hard copy, we recommended 
that you also reference the online ORM 
or print out a new hard copy on a regular 
basis.

PAPER CLAIMS REMINDER
DentaQuest would like to remind you 
that in order to increase the speed of 
paper claim processing and to improve 
the accuracy of your paper claim, please 
follow these guidelines:

• Use a 2006 or newer ADA claim form, 
which can be found at www.ada.org

• Place the appropriate NPI number in 
Box 54 

• On each submitted claim, indicate in 
Box 4 whether the patient has other 
dental coverage

• Mail claims instead of faxing them

• Submit original claims rather than 
photocopies

• Ensure your printer provides clear, 
dark copies

• Print or type all numbers legibly

• Line up information properly within 
the form

• Do not use dollar signs (“$” can be 
confused with “5”)

• Do not use unnecessary decimal 
points

• Do not use ink stamps or write notes 
on the body of the claim form

Additionally, please do not alter or 
enhance the 2006 or new ADA claim 
form in any way.  Doing so impacts the 
readability of the claim form and can 
further delay the processing of that claim.

MEMBERS WITH MULTIPLE 
INSURANCES
Occasionally offices will encounter 
a situation in which a member has 
additional insurance coverage. The 
reasons for this can vary. As a contracted 
provider with the Medicaid program there 
are some key policies that you need to 
be aware of. If a member has benefits 
under another insurance policy, Medicaid 
is the “Payer of Last Resort” and the other 
insurance the primary carrier. 

What this means is that any other 
insurance must be billed prior to Medicaid. 
If the amount paid by the primary 
insurance is more than the rates listed in 
the office reference manual or provider 
contract no additional payment will be 
made by DentaQuest.

If you think Medicaid will pay an amount 
over the primary insurance payment 
you can send a claim to DentaQuest for 
consideration once payment is received 
from the primary insurance. A copy of 
the primary insurance explanation of 
benefits must be attached to the claim. 
DentaQuest will review the claim and 
consider whether additional payment is 
due. 

Please remember that protecting each 
member’s personal health information 
is very important. If you are submitting 
claims to DentaQuest and including 
a copy of an EOB from the member’s 
primary insurance carrier, please make 
sure it only contains information for that 
member. If there are other members 
listed on the EOB, please blacken out the 
appropriate areas so their public health 
information is not visible.  

If you have additional questions about 
how to coordinate benefits for multiple 
insurances, please contact DentaQuest’s 
provider relations department at 
800.341.8478.

INFORMATION TO 
DENTAQUEST PROVIDERS IN 
REGARDS TO YOUR QI/UM 
PROGRAMS.  
The link to the provider newsletter is 
below.

Provider newsletter - http://www.
hopkinsmedicine.org/johns_hopkins_
healthcare/downloads/Hopkins_Across_
the_Board_Winter2013_FINAL%20All.pdf

PREVENT MEMBER FRAUD
Have you ever encountered a case in 
which your office staff verified a member’s 
history and then had the claim denied 
for ‘exceeding benefit limitations’ for a 
date of service just prior to the member’s 
scheduled visit to your office?  Have you 
ever extracted a member’s tooth and then 
had the service denied due to ‘previously 
extracted tooth’?  

Both of these could be examples of 
member fraud.  Unfortunately, it is a 
well-known fact that some government 
dental program members share their 
identification cards with others, allowing 
ineligible individuals to receive free 
dental treatment.  An effective way to 
prevent these activities is to request a 
photo ID along with the member’s card.  
This approach may not only protect your 
office from incurring an unpaid service, it 
may also assist in appropriately utilizing 
taxpayer dollars.  If you suspect a 
member is committing any form of fraud, 
please contact DentaQuest’s Fraud 
Hotline at 800.237.9139.  All hotline calls 
remain confidential.
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TENNCARE DRUG SAFETY ALERT TO PROVIDERS
The U.S. Food and Drug Administration (FDA) has issued two (2) communications (please see FDA communications of August 
15, 2012 http://www.fda.gov/Drugs/DrugSafety/ucm313631.htm and February 20, 2013 http://www.fda.gov/Drugs/DrugSafety/
ucm339112.htm) regarding a known safety concern with codeine use in certain children after tonsillectomy and/ or adenoidectomy 
(surgery to remove the tonsils and/ or adenoids). The FDA is also conducting a safety review of codeine to determine if there are 
additional cases of inadvertent overdosage or death in children taking codeine, and if these adverse events occur during treatment of 
other kinds of pain, such as post-operative pain following other types of surgery or procedures.

The Problem

Codeine is an opioid pain reliever- narcotic analgesic medication used to treat mild to moderate pain. When codeine is ingested 
it is converted to morphine in the liver by an enzyme called cytochrome P450 2D6 (CYP2D6). Some people have DNA variations 
that make this enzyme more active, causing codeine to be converted to morphine faster and more completely than in other people. 
These “ultra-rapid metabolizers” are more likely to have higher than normal amounts of morphine in their blood after taking codeine. 
High levels of morphine can result in breathing difficulty, which may be fatal.

Some children may be at higher risk because of underlying diseases – having sleep apnea or other respiratory conditions.

The estimated number of “ultra-rapid metabolizers” is 1 to 7 per 100 people, but may be as high as 28 per 100 people in some ethnic 
groups.

Health Care Professionals

Health care professionals should be aware of the risks of using codeine in children. Health professionals should consider prescribing 
alternative analgesics for post-operative pain control in children. There are several very good alternatives.  It is also important to 
emphasize that all drugs have risks. Health care professionals should always weigh the benefits versus the risks before prescribing 
any medication. 
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CONTACT INFORMATION

DENTAQUEST PROVIDER SERVICE
800-341-8478
• Press 1 for Automated Eligibility
  (via IVR System)
• Press 2 for Benefits, Eligibility
  and History
• Press 3 for Claims and
   Payment Options

VIA EMAIL
• Electronic Claims Setup and Questions:
  ddusa_providerrelations@dentaquest.com
• Claims Payment Questions:
  denclaims@dentaquest.com
• Eligibility or Benefit Questions:
  denelig.benefits@dentaquest.com

UTILIZATION REVIEW
800-294-9650
ddusa_um@dentaquest.com
PROVIDER RELATIONS
800-341-8478
PROVIDER WEB QUESTIONS
888-560-8135
www.dentaquest.com

MEMBER SATISFACTION SURVEY RESULTS
The surveys were conducted telephonically during 2013 and were completed using member eligibility data provided by the 
plans.

The overall results for the surveys were as follows:

Overall, how satisfied are you with your dentist? ...........................................................................96% Very and Somewhat Satisfied

Overall, how satisfied are you with the dental care 
that (you/your child) has received in the past 12 months? .............................................................96% Very and Somewhat Satisfied

Overall, how satisfied are you with your dental plan? ....................................................................93% Very and Somewhat Satisfied

In your opinion, did the dentist or dental staff do everything 
they could to help (you/your child) feel as comfortable as possible during the visit? ..............................................................97% Yes

Did the dentist or dental staff explain what they were doing while treating (you/your child)? ............................................ 80% Always

Did the dentist or dental staff give you advice on how to avoid dental problems? ..................................................................90% Yes

In general, how would you rate the overall condition of (your/your child’s) teeth and gums today? ...............80% Good or Very Good

DentaQuest will work with the individual plans, particularly where deficits were noted to improve member satisfaction.

PROVIDER SATISFACTION SURVEY RESULTS
The annual provider satisfaction survey was completed during 2013 and was conducted via written survey.

Satisfaction with DentaQuest .......................................................................................................................................... 89% satisfied

How likely are you to continue begin a provider for DentaQuest in the coming year? .............................................. 95% will continue

Overall, would you say that DentaQuest compares to over Dental Plans? ..................................................... 92% the same or better

Usefulness and clarity of Office Reference Manual................................................................................................ 73% good or better

Accuracy of payments ............................................................................................................................................ 79% good or better

Ability to obtain accurate information from customer service call center representative ........................................ 66% good or better

Payments received within the agreed upon time frame.......................................................................................... 80% good or better

Consistency in applying authorization criteria ........................................................................................................ 73% good or better

Ability to obtain timely information from customer service call center representative ............................................ 68% good or better

Turnaround time of authorization process .............................................................................................................. 75% good or better

Ease of using the Provider Web Portal ................................................................................................................... 81% good or better

Speed of answer when calling DentaQuest’s customer service call center ........................................................... 62% good or better

Ease of using the Interactive Voice Response (IVR) phone system ...................................................................... 68% good or better


