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DENTAQUEST MEMBER PLACEMENT SPECIALISTS 
Providers often find themselves in challenging situations where the treatment a patient 
needs exceeds or excludes the services they offer.  Or maybe a patient needs help with 
a request, but doesn’t know where to turn. Sometimes, you just can’t do it all; but when 
it comes to sending or referring your patients to the right offices for additional care, 
DentaQuest has a tool that lends providers a hand. 

DentaQuest offers a valuable resource to our dentists and our members: the DentaQuest 
Member Placement Team. Our team is a group of highly trained representatives that are 
able to help out in special circumstance, and go further than a regular customer service 
representative can. Our Member Placement Team works with providers and members 
to ensure that no matter the circumstance, our members are getting the care they need, 
when they need it. This takes the stress off patients and providers alike.

As a provider, you can call the provider-line and speak with a Member Placement Team 
representative to call in requests, ask for help, or locate a specialist for your patient. 
Providers may also give members the member-line, which allows members to speak with 
a representative and resolve an issue or request themselves.  

So if you’re having an issue recommending a specialist, need help with an extraordinary 
request, or just need someone to refer a patient to for help, call our member placement 
team at the numbers below!

TREATING THE HEARING-IMPAIRED PATIENT
It is important that hearing-impaired patients are properly informed about their disease, 
treatment options and prognosis. They have the same right to full information as other 
patients. The following article includes ideas for improving communication with the 
hearing-impaired, including those who use hearing aids, sign language and/or lip-
reading to communicate. It also includes a note regarding interpreters and the law.

Regardless of their mode(s) of communication, the main barriers to communication 
for the hearing-impaired are as follows:

(1) The attitude adopted by others which may affect the doctor-patient relationship, 
(2) The hearing-impaired may be wrongly assumed to have a learning disability, and 
(3) Time pressure may lead to not making sufficient effort to learn what modes of 
communication best relate to a certain patient.

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.



CONTACT INFORMATION

DENTAQUEST PROVIDER SERVICE
Louisiana 800-508-6785
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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Patients with hearing aids:

• Eliminate any background noise.

• Avoid sudden noises that may alarm 
the patient, especially noises coming 
from behind the patient.

• Notify the patient when treatment 
(especially involving rotary 
instruments) will begin, as he or she 
may prefer to turn off his/her hearing 
aid.

• If any communication is necessary 
during treatment, signify this so the 
hearing aid can be turned on.

Patients who use lip reading:

• Maintain eye contact.

• Call attention with a light touch or 
signal before beginning to speak. 
Never speak if the patient is not 
looking at you.

• Be sure there is enough light on your 
face for the patient to adequately see 
you.

• Be sure that your face mask is off 
whenever you are speaking to the 
patient.

• Position the patient at the same level 
as you, ideally sitting up in the chair.

• Speak calmly, slowly, pleasantly 
and clearly without exaggerating or 
shouting.

• If necessary, use gestures or words/
drawings with pencil and paper.

• Have written sheets available 

explaining planned dental procedures 
(an additional benefit since the 
patient can take them home and 
review).

• Sincerely ask whether the patient 
understands what has been said and 
whether there are any questions.

Patients who use sign language and have 
an interpreter:

• Talk directly to the patient, not to the 
interpreter.

• Speak slowly and clearly, using body 
language and facial expressions 
(which form part of sign language).

Interpreters:

• An interpreter can greatly increase 
the patient’s ability to fully and 
accurately understand and the 
doctor’s ability to explain treatment 
to be rendered, including obtaining 
informed consent.

The Americans with Disabilities Act 
states that dentists have a legal duty to 
provide effective communication, using 
auxil-iary aids and services (including 
interpreters), as necessary, to ensure that 
communication with hearing-impaired 
people is as effective as communication 
with others (unless doing so would cause 
an undue burden). The law does not 
require that an interpreter be retained 
for all such patients or for all of their 
visits. An individualized approach needs 
to be taken to assess a particular patient’s 
communication needs and the complexity 

of the communication in question.

The dentist is not required to use an 
interpreter of the patient’s choice; in fact, 
the law is interpreted as advising against 
using family members as interpreters, 
for reasons including potential conflicts 
and confidentiality. If an interpreter is 
deemed necessary, the dentist must 
retain and reimburse the interpreter 
for his or her services. The cost of the 
interpreter is not to be charged to the 
patient requiring assistance; rather the 
law mandates that the cost be borne 
by the dentist, effectively shared by all 
patients in the practice.

If a dentist contends that the cost 
of the interpreter constitutes an 
“undue burden”, the burden must be 
demonstrated relative to the practice’s 
overall financial ability to pay (and the 
dentist must still furnish an alternative 
auxiliary aid or services that would 
not result in an undue burden). The 
Americans with Disabilities Act provides 
for a tax credit of 50 percent of the cost 
of interpreter services from $250 to 
$10,250 expended in a given year.

For more information, please contact the 
ADA website at http://www.usdoj.gov/crt/
ada/adahom1.htm.
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