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PRIOR AUTHORIZATION REMINDER 
Services requiring prior authorization differ with each plan. For the process to operate 
efficiently, please note the following: 

• Visit the web portal or refer to the office reference manual to confirm whether a 
service requires prior authorization. 

• Confirm the items necessary to submit (radiographs, narrative, pathology report) 
and send them in their entirety. If required materials are not submitted, the 
authorization will be denied must be resubmitted. 

For emergency services requiring prior authorization, services can be performed and 
authorizations can be reviewed retrospectively.

 
EVIDENCE-BASED DENTISTRY – WHAT IS IT?
The American Dental Association (ADA) defines Evidence-Based Dentistry (EBD) as:
“…an approach to oral health care that requires the judicious integration of 
systematic assessments of clinically relevant scientific evidence, relating to the 
patient’s oral and medical condition and history, with the dentist’s clinical expertise 
and the patient’s treatment needs and preferences.”

Three aspects of this definition – scientific evidence, clinical expertise and patient 
needs and preferences – are the necessary components in any clinical decision, 
as none alone are sufficient to ensure optimal oral health outcomes. Further, it 
is the ADA’s position that EBD is not “cookbook” dentistry, a rigid methodological 
evaluation of scientific evidence that dictates what practitioners should or should 
not do or a cost containment tool promulgated by third-party payers. We support 
the ADA’s definitions of what EBD is and is not. Our mission is to improve the oral 
health of the residents in the regions we serve. EBD is one of many approaches that 
move us collectively toward that goal.  

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  
dentaquest.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.
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For additional resources on EBD, please access the following web sites:

American Dental Association http://www.ada.org/
Center for Evidence-Based Dentistry http://ebd.ada.org/en/
Center for Evidence-Based Medicine http://www.cebm.utoronto.ca/

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.

NEED ASSISTANCE? HELP IS JUST A CLICK OR CALL AWAY!
This is to remind you that you can receive 24-hour service, 7 days a week, by accessing our website, www.dentaquest.com. 
Use our website to check member eligibility and history or to submit claims and authorizations. Should you need additional 
assistance or wish to use our interactive voice response system, please contact us at the toll free number listed in your office 
reference manual.  As always, thank you for partnering with us to provide needed dental care to our members.

THE DENTAQUEST QUALITY IMPROVEMENT PROGRAM
Because DentaQuest wants to always provide the very best services, we have a Quality Improvement Program that measures 
how well we are doing. We use it to look closely at all providers to ensure that the very best dental care is provided for enrollees.  
DentaQuest looks at the Quality Improvement Program every year and makes changes in how we provide services to keep 
making them better. For a copy of our Annual Quality Improvement Program, call the provider services lines at the bottom of this 
newsletter.  

THE FALSE CLAIMS ACT
(31 U.S.C. §§ 3729–3733, also called the “Lincoln Law”) is an American federal law that imposes liability on persons and 
companies (typically federal contractors) who defraud governmental programs. It is the federal Government’s primary 
litigation tool in combating fraud against the Government.  For more information visit  
 
www.justice.gov/sites/default/files/civil/legacy/2011/04/22/C-FRAUDS_FCA_Primer.pdf

PREVENTING DISCRIMINATION IN HEALTH CARE 
As a reminder, federal laws against discrimination apply to all care providers who participate in federal and state programs.  
These laws apply to organizations that receive federal funding, such as, TennCare and CoverKids providers and prohibit 
discrimination based on a person’s race, color, national origin, age, disability, religion, or sex status.  You can help your practice 
treat members fairly by providing equal access to appointment times and proper accommodations for any disabilities, and by 
offering language and communication assistance with interpretation or translation services.



CONTACT INFORMATION

DENTAQUEST PROVIDER SERVICE 
TN CoverKids 888-291-3766

• 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 WEB QUESTIONS
888-560-8135
www.dentaquest.com
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If a member feels they’ve been discriminated against, they can receive help with filing a complaint by calling the customer 
service phone number on the back of their member ID card.  Members and participants can file a discrimination complaint by 
mail or email with: HCFA, Office of Civil Rights Compliance, 310 Great Circle Road, Floor 4W, Nashville, TN 37243 or email   
HCFA.Fairtreatment@tn.gov.  Complaints forms are available in the provider manuals, in member handbooks, and online at: 
http://www.tn.gov/hcfa/article/civil-rights-compliance.

Civil rights complaints can also be filed with the U.S. Department of Health and Human Services, Office for Civil Rights at 
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf, or by mail or phone at: U.S. Department of Health and Human Services, 200 
Independence Avenue SW., Room 509F, HHH Building, Washington, DC 20201, 1-800-868-1019, 800-537-7697 (TDD). Complaint 
forms are available at http://www.hhs.gov/ocr/office/file/index.html.

Providers can learn more about the civil rights laws by viewing HCFA’s nondiscrimination compliance training at   
http://healthesharetn.com/civilrightstraining/.  Information is also available at U.S. Department of Health and Human Services, 
Office for Civil Rights website at http://www.hhs.gov/ocr/index.html.


