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It is time once again for our annual Dental Provider Informational
Meetings.  Mark your calendars for one of the following dates:
February 4, 2008, 10:00 am, Mount Vernon
Holiday Inn - 222 Potomac Boulevard, Mount Vernon, IL 62864
February 4, 2008, 3:00 pm, Collinsville
Holiday Inn - 1000 Eastport Plaza Drive, Collinsville, IL  62234
February 5, 2008, 9:00 am, Champaign
Hawthorn Suite Conference Center - 101 Trade Center Drive, Champaign, IL  61820
February 5, 2008, 3:00 pm, Peoria
Spring Hill Suite by Marriott - 2701 West Lake Avenue, Peoria, IL  61615
February 6, 2008, 10:00 am, Rockford
Hilton Garden Inn - 7675 Walton Street, Rockford, IL  61108
February 6, 2008, 3:00 pm, Aurora
Hampton Inn - 2423 Bushwood Drive,
Aurora, IL  60506
February 7, 2008, 10:00 am
and 2:00 pm, Oak Brook
Marriott Oak Brook -
1401 West 22nd
Street
Oak brook, IL
60523

These
meetings
provide an
opportunity
for you and
your office
staff to
discuss topics
relating to the
HFS Dental
Program,
including: covered
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BEST PRACTICE STRATEGY:
JASPER COUNTY DENTAL

CLINIC

Jasper County Dental Clinic, in partnership with Sarah
Bush Lincoln Health Center, has a strong sense of
responsibility to the community and retains this focus
despite the challenges of operating in the competitive
environment of rural healthcare. Their mission is to
improve the oral health status of all people in East Central
Illinois. The commitment to serve all patients is matched by
a commitment to quality and service.

Jasper County Dental Clinic is located in Newton, Illinois.
In the six-county area they serve, an estimated 13% of the
population has an income below poverty level. The low-
income population of Jasper and Cumberland counties are
designated as federal Health Professional Shortage areas
for dental health. 

The Jasper County Dental Clinic, which has three exam
rooms, is staffed by one dentist, two dental assistants, and
one receptionist. The two dental assistants, working under
the supervision of dentist, Dr. Jeanine Huddleston Johns,
have been trained to provide sealants and coronal
polishings.

Sarah Bush Lincoln Health Center provides the equipment
which allows Dr. Johns to participate in the school-based
exam program. Jasper County Dental Clinic is increasing
access for low-income children to get needed dental exams
and treatment. 

Dr. Johns visits all schools in the county. Patients needing
restorative treatment are referred to the Jasper County
Dental Clinic for treatment and is the “Dental Home” for
these children. Approximately 150 patients are served each
month.

Children seen at the Jasper County Dental Clinic and for
school-based exams are educated on how to clean teeth,
proper brushing techniques, and good oral health habits.
The clinic welcomes field trips to the dental office to learn
more about good oral health. Jasper County Dental Clinic
continually strives to provide and promote good oral
healthcare to the community and surrounding counties.

ARE YOU BUILDING A DENTAL
HOME FOR YOUR PATIENTS?

The AAPD supports the concept of the “Dental Home” as a
health benefit for infants, children, adolescents and persons
with special needs. In the Dental Home, the practitioner is
familiar with the patient’s needs and is able to provide
coordinated care in a compassionate, family centered
environment. This concept has been successfully employed
by primary care physicians in developing a “Medical
Home” for their patients, and the Dental Home concept
mirrors the Medical Home for primary dental and oral
health care. The Dental Home is built on the relationship
that the provider maintains with the patient.  A parent or
caregiver who has established a Dental Home for their child
is less likely to miss appointments and will be more
compliant with treatment.

services, claims submissions, prior authorizations and beneficiary
eligibility.  They also provide Doral an opportunity to inform you of program

changes and updates.

You will be receiving an invitation in the mail in late December/early January giving you additional
information regarding these meetings.  If you do not receive an invitation and would like more

information, please contact Doral’s Network Development department at 1-888-281-2076.
Hope to see you in February!
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Clinical evidence has supported the health benefits to a child who has received
early dental attention by a professional, along with caries-risk assessment, oral
health education and periodic check-ups. By providing these services at an
early age the provider will maintain a higher quality and more cost effective
standard of care.  Ideally a child should begin dental visits to determine risk-
assessment within six (6) months of the first erupted tooth, or no later than
twelve (12) months of age.

The AAPD has advised that a Dental Home should include:
• Comprehensive oral health care including acute care and preventive services

in accordance with the AAPD periodicity schedules;
• Comprehensive assessment for oral diseases and conditions;
• Individualized preventive dental health program based upon a caries-risk

assessment and a periodontal disease risk assessment;
• Anticipatory guidance about growth and development issues (i.e., teething,

digit or pacifier habits);
• A plan for acute dental trauma;
• Information about proper care of the child’s teeth and gingivae;
• Dietary counseling;
• Referrals to dental specialists when care cannot directly be provided within

the dental home; and
• Education regarding a future referral to a dentist knowledgeable and

comfortable with adult oral health issues for continuing oral health care
(referral at an age determined by patient, parent, and pediatric
dentist).

The Center for Disease Control and Prevention has
reported that early childhood dental caries is possibly
the most prevalent infectious disease for the children
of our nation. The need for a Dental Home is great
for all children; however dental caries occurs
more frequently in low-income children. As an
HFS Dental Program provider, creating a
Dental Home for your youngest patients will
foster preventive health practices that will
reduce the child’s risk of future oral health
disease. 

References/ Additional Information:
http://www.aapd.org/search/default.asp
Council on Clinical Affairs. Policy on the
Dental Home. Oral Health Policies; Adopted
2001. Revised 2004.
American Academy of Pediatrics. Oral Health Risk
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Assessment Timing and Establishment of
the Dental Home. Pediatrics Vol. 111;
May 2003.

REIMBURSEMENT FOR
UNBUNDLED SERVICES

Unbundling is the practice of billing
separately for component parts rather
than grouping services into one charge
item, or dental code.  While it is
incumbent upon the doctor to assess
what constitutes unbundling, examples
below illustrate Doral’s benefit
administration and reimbursement
policy.

Radiographs: The maximum amount
paid for individual radiographs taken on
the same day is limited to the allowance
for a complete series (Code D0210). If a

continued on next page...



that trigger the most beneficiary
complaints registered with
Doral.

QUALITY OF CARE ISSUES
This is by far the most frequent
beneficiary complaint received by Doral.
It arises when a beneficiary asserts that
treatment was not rendered or was
inadequate. The most common complaint
is not receiving an adequate prophylaxis,
or that a minimal amount of time was
spent (sometimes less than 10 minutes)
with the beneficiary.

BEING BALANCE BILLED OR
BILLED FOR NON-COVERED
SERVICES WITHOUT SIGNING
AN AGREEMENT WITH
PROVIDER

Balance billing refers to a provider billing
a beneficiary over and above what is
reimbursed by Doral. When enrolling in
the HFS Dental Program, providers agree
to accept certain fees for treatment
rendered. There is no provision in the
contract to balance bill beneficiaries for
covered services.  However, a provider
may bill a beneficiary for non-covered
services if, prior to rendering such
services, he/she obtains a written waiver
from the beneficiary that indicates: 

• The services to be provided, including
fees;

• That the HFS Dental Program will not
pay or be liable for said services; and

• The beneficiary will be financially
liable for such services.
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panoramic radiograph (Code
D0330) is taken with bite-wing

radiographs (Code D0272 or Code D0274),
the services are reimbursed as a complete series.

Sealants: Sealants are reimbursed for occlusal surfaces
only; any sealants placed on the buccal surface are bundled

and reimbursed as a single sealant. (Also, sealants are not a
covered benefit when placed over restorations.)

Restorations: Payment is made based on the number of surfaces
restored, not on the number of restorations, per tooth, per day, whether

they are connected or not. For example, separate occlusal and buccal
restorations are reimbursed as a two-surface restoration, Code D2150, if

amalgam. Separate occlusal pit restorations are reimbursed as Code D2140.
Tooth preparation, all adhesives (including amalgam and resin bonding
agents), acid etching, liners, bases and curing are included as part of the
restoration.

Crowns: Reimbursement for crowns includes the temporary crown. (Please
list date of cementation as date of service.) 

Endodontics: Reimbursement for root canal therapy includes pulpectomy, all
appointments necessary to complete treatment, temporary fillings, filling and
obturation of canals, intra-operative and fill radiographs. 

As part of its contractual obligation, Doral conducts periodic random audits of
patient records. These audits are meant to detect practice patterns which are
statistically outside the regional measure of “normal” and instances where
billing practices do not adhere to generally-accepted standards.

Doral greatly appreciates the commitment and dedication of the Illinois
participating providers to the improvement of oral health. We look forward to
continuing to work with you to provide quality dental services to patients who
would otherwise not receive them.

WHAT ARE THE TOP  THREE BENEFICIARY
COMPLAINTS?

One the services Doral provides to the HFS Dental Program
is processing and monitoring complaints and grievances from
program beneficiaries.  This article sheds light on the issues

continued from previous page...
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ALLEGED UNCLEANLINESS OF OFFICE
AND RUDE BEHAVIOR OF DENTIST
AND/OR OFFICE STAFF

Respectful communication by doctor and staff directly
relates to the impression of quality of care received.
Dissatisfaction with treatment that a beneficiary may not
understand can translate into more tangible complaints like
office uncleanliness or rude behavior of staff or doctor.  An
efficient office space can be perceived as rudeness. A
doctor having complications with a previous patient may
appear impatient. Not allowing a parent in the treatment
room with a young patient can be misinterpreted as
rudeness and mistreatment even though parents have agreed
to follow the office policy.  

When a beneficiary registers a complaint, the provider is
contacted to obtain his/her side of the issue and to request
treatment notes. If numerous complaints are received, the
situation can escalate to provider audits and peer review.
While Doral appreciates the difficulties (financial and
otherwise) associated with treating the patients we serve,
avoiding beneficiary complaints saves much time and effort
that is better spent providing patients the care they so
greatly need.  

Doral appreciates and thanks you for your
commitment to serve HFS Dental Program
beneficiaries.

Doral Would Like to
Introduce………

Kelly Pulliam,
Illinois Provider Relations

Representative

Kelly Pulliam joined Doral in April 2007 as the
Provider Relations Representative for the central
and southern Illinois regions.  Kelly brings seven
years of provider relations experience with her to
the position, and most recently worked for Blue Cross

Blue Shield in the provider area.  Her thorough knowledge
of the medical and dental industry is an invaluable asset to
the Illinois providers.  

Kelly joins Nick Barnette, Doral’s Illinois Provider
Relations Representative for the northern and Chicago
regions, in assisting providers with enrollment and re-
enrollment issues. Kelly is also a resource to providers with
questions related to claims payment, remittances, benefits
and beneficiary eligibility. She is eager and willing to
discuss any issues that providers or their office staff may
have regarding Doral. Kelly’s contact information is as
follows:

Kelly Pulliam, Illinois Provider Relations Representative
Doral Dental Services of Illinois, LLC

1100 South Fifth Street, Springfield, IL 62703
Phone:  217.585.2920 • 866.585.2920

Fax: 217.525.2922
klpulliam@doralusa.com
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Doral
Would Like

to
Introduce………

Krista Smothers,
Illinois Outreach Coordinator

Krista Smothers joined Doral in May 2007 as the
Illinois-based Outreach Coordinator.  In this role,

Krista is a resource to dental providers participating in
the All Kids School-Based Dental Program.  In addition,

Krista is actively involved in developing and distributing
outreach materials and resources for HFS Dental Program
beneficiaries and providers. In the future, Krista will work
with various community-based and professional
organizations to develop and implement outreach programs.
Ultimately, the goal of Krista’s position is to increase access
to dental care and improve the oral health status of HFS
Dental Program beneficiaries.  

Krista comes to Doral with eight years of experience as a
dental office manager.  She also has a bachelor’s degree in
Social Work from the University of Illinois, Springfield.
With this combination of experience and education, Krista
is a great resource to both providers and beneficiaries of the
program. 

The following is Krista’s contact information:

Krista Smothers, Illinois Outreach Coordinator
Doral Dental Services of Illinois, LLC

1100 South Fifth Street, Springfield, Illinois  62703
Phone:  217.522.8906 • 800.272.2076

Fax:  217.522.8851
kjsmothers@doralusa.com

PREVENT BENEFICIARY FRAUD

Have you ever encountered a case in which your office staff
verified a beneficiary’s history, but the claim later denied
for ‘exceeding benefit limitations’ for a date of service just
prior to the beneficiary’s scheduled visit to your office? 

Have you ever extracted a beneficiary’s tooth and the
service denied due to ‘previously extracted tooth’? 

Both of these could be examples of beneficiary fraud.
Unfortunately, it is a well known fact that some
beneficiaries share their program 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 beneficiary’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 beneficiary is committing any form
of fraud, please contact Doral’s Fraud Hotline at
800.237.9139. All hotline calls remain confidential and,
upon request, anonymous.

IMPORTANT INFORMATION FOR IL
PRESCRIBING DENTISTS 

Effective April 1, 2008 prescriptions for HFS Dental
Program beneficiaries cannot be filled at a
pharmacy unless written on a tamper resistant
prescription pad or unless the prescription is
subject to one of the limited exceptions.

Why? This requirement is the result of a recent federal
law/mandate intended to reduce Medicare and Medicaid
fraud and abuse. (Section 7002(b) of the U.S. Troop
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Readiness, Veterans’ Care, Katrina Recovery and Iraq Accountability
Appropriations Act of 2007)

Exceptions - The following will not be subject to the tamper resistant
prescription pad requirement: 
• Refills of written prescriptions presented at a pharmacy before April 1,

2008
• Prescriptions sent to the pharmacy electronically (either by e-prescribe or

by fax)
• Prescriptions communicated to the pharmacy by telephone   
• Drugs administered in nursing facilities, ICFMRs, and other institutional

and clinical settings

What do you need to do? If you are not already using a tamper resistant
prescription pad, contact your supplier of prescription pads and order a supply
of tamper resistant pads prior to April 1, 2008. 

What is a tamper resistant prescription pad? - According to the federal
government, to be considered tamper resistant on April 1, 2008 a prescription
pad must have at least one of the following three characteristics: 
• Industry-recognized feature(s) designed to prevent unauthorized copying;
• Industry-recognized feature(s) designed to prevent erasure or

modification of information written by the prescribing dentist;
or

• Industry-recognized feature(s) designed to prevent use
of counterfeit prescription forms.

What happens on or after April 1, 2008 if an HFS
Dental Program beneficiary presents a
prescription written on a non-tamper
resistant prescription pad to a pharmacy? If
the pharmacist determines that an emergency
exists, he/she may provide a 72 hour supply of
the drug but must follow-up with the
prescribing dentist to attain a verbal,
electronic or compliant written prescription
within 72 hours after the prescription is filled.
In a non-emergency situation the prescription
will not be filled unless the pharmacist contacts
the prescribing dentist to obtain a verbal,
electronic or compliant written prescription. 
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Important considerations: 
• Beginning next year, on October 1,

2008, to be considered tamper resistant,
the federal government requires that a
prescription pad contain all three of the
tamper resistant characteristics listed
above.

• This requirement applies to all
medications prescribed to HFS Dental
Program beneficiaries, not just Schedule
II Controlled Substances.  

• If you plan on transmitting your
prescriptions electronically (via e-
prescribe or fax), you need a supply of
tamper resistant prescription pads if you
prescribe Schedule II Controlled
Substances, since these prescriptions
may not be transmitted electronically.
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