


[bookmark: _Toc483918733][bookmark: _Toc526509399]Medicaid Dental Benefit Program – Enrollee Handbook Templates
[bookmark: _Toc483918734]Purpose of the Templates 

The intention of these templates is to provide a framework for the Louisiana Medicaid Dental Benefit Program Manager (DBPM) to elaborate upon.  This format is not required, but all content required by applicable provisions of Code of Federal Regulations (42 C.F.R. 438.10, et. seq,) must be included.  


[bookmark: _Toc483918735]EPSDT Template
Title Page

[New Page]

Table of Contents

[New Page]

Welcome
· DBPM Service Hours and contact information
· Member Services	Comment by LDH/BHSF: 42 CFR § 438.10(g)(2)(xiv)
· Mobile App Information
· MCO/FFS Contact Information
· Fraud Reporting
· State contracts DBPM to provide dental coverage to Medicaid and LaCHIP enrollees.  DBPMs work with dentists and other providers all across the state.  This is our network, they are the people members can get their dental care from.  	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)(i)
· Role of DBPM
· Utilization – Include Service utilization policies*.  * = More information available on request.
· Member Rights general plain language description
· Primary Care Dentist role/selection	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)(x)

Getting Care
· Make/Change/Cancel appointments	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)(ii)
· After Hours care	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)(v)

· Emergency	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)(v)
· Benefit details
· How to obtain
· Specialty Care	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)(v)
· Right to 2nd Opinion
· Right to Refuse Treatment
· Change providers/restrictions in freedom of choice 	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)(vi)
· Transportation	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)(ii)
· Interpretation/Translation	Comment by LDH/BHSF: 42 CFR § 438.10(g)(xiii)
· Pharmacy 	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)(ii)
42 CFR 438.10(g)(2)(viii)
· Prior Authorization	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)(iv)
Member Satisfaction
· Right to Fair Treatment
· Grievance/Appeals	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)(xi)
· Bills for covered services
· Report Fraud	Comment by LDH/BHSF: 42 CFR § 438.10(g)(2)(xv)
· Quality Improvement
What we pay for
· Benefit details	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)(iii)
· Utilization details
Other Plan Details
· [bookmark: _GoBack]Rights and protections 	Comment by LDH/BHSF: 42 CFR 438.10(g)(2)ix)
· HIPAA related information
· Subrogation
· Notification of a claim
· Inform DBPM of other insurance
Medicaid related
· Eligibility
· Demographics changes
· Toll free
· Web site
· Local office
Glossary

FAQ/Index
What do I do if…
… I have other insurance now?
	[Paragraph Title] …………………………[Page #]
… I had an accident and was injured?
… I moved?
… I don’t like my PCD?
… Someone at the provider’s office treated me poorly?
… a dental plan representative treated me poorly?
… I don’t want the treatment my dentist suggests?
… I don’t have a way to get to my appointments?
… I get a bill?
 … I can’t find a dentist that takes my plan?
... I think a provider is billing for services I did not get, requesting tests I don’t need, making a fake diagnosis, or something else that seems illegal?
... I have a pending lawsuit about medical claims?
… I think I'm having an emergency?
… I’m having an emergency?
... I disagree with a provider's recommendation?
... I need to see a dentist?
... I can't make a dental appointment?
... I'm in an accident?
… my dentist’s office is closed and I think I need help right away?



How do I…
… contact Member Services?
… speak with someone in my language at Member Services?
... see a specialist?
... get in touch with Medicaid representatives?
... get an interpreter to help me at appointments with providers?
... get information from the dental plan in a different language?
... get information from the dental plan in large type?
... get information about how the dental plan rewards providers?
... {report marketing violations}?
... pick a doctor or other provider?
… find a dentist near me?
… find out if a medication I’m taking is covered?
	[Paragraph Title] …………………………[Page #]

Can I…
… change health plans?
… change PCDs?
… choose a different provider?
… choose any provider that is in the network?
… get information in my language?



What does…
	… a PCD do?
	… a dental plan do?
	… Member Services do?
	… Medicaid customer service do?
	…the dental plan pay for?

When should I…
	… see my PCD?
	… call Member Services?
	… go to urgent care?
	… go to the emergency room?

What happens…
	… after I’m treated for an emergency?
	… if I need to see a specialist?
	… if I don’t pick a PCD?
	… the dental plan doesn’t cover a service?
I need…
… an ASL interpreter, how do I arrange for one?
… information in a different language, how do I get it?
… information in a different format (like Braille or large print), how do I get it?
…to go to the dentist, how do I find one near me?


What are…
	… my rights?
	… my responsibilities as a member?

How much…
	… will my medication cost?
	… will I have to pay for services?

Do I need…
	… prior authorization?
	… two cards?

What should I …
	…. Expect during a visit?
	… take with me to an appointment?
[Top 5/10 FAQ from Member Services not covered]



Adult Denture Template
Title Page

[New Page]

Table of Contents

[New Page]

Welcome
· DBPM Service Hours and contact information
· Member Services
· MCO/FFS Contact Information
· Fraud Reporting
· State contracts DBPM to provide dentures to Medicaid enrollees 21 years old and older.  DBPMs work with dentists and other providers all across the state.  This is our network, they are the people members can get their dentures from.  
· Role of DBPM as it relates to the Adult Denture Program.
· Utilization – Include Service utilization policies*.  * = More information available on request.
· Member Rights general plain language description
· Primary Care Dentist role/selection
Getting Care
· Make/Change/Cancel appointments
· Possibility of dental related value added benefits from the member’s MCO, including DBPM’s coordination and referral processes.
· After Hours care
· Emergency
· Benefit details
· How to obtain
· Specialty Care
· Right to 2nd Opinion
· Right to Refuse Treatment
· Change providers/restrictions in freedom of choice 
· Transportation
· Interpretation/Translation
· Pharmacy 
· Prior Authorization
Member Satisfaction
· Right to Fair Treatment
· Grievance/Appeals, including information about value added benefits not having appeal rights
· Bills for covered services
· Report Fraud
· Quality Improvement
What we pay for
· Benefit details, reference potential MCO VABs.
· Utilization details
Other Plan Details
· Rights and protections 
· HIPAA related information
· Subrogation
· Notification of a claim
· Inform DBPM of other insurance
Medicaid related
· Eligibility
· Demographics changes
· Toll free
· Web site
· Local office


FAQ/Index
What do I do if…
… I have other insurance now?
	[Paragraph Title] …………………………[Page #]
… I had an accident and was injured?
… I moved?
… I don’t like my PCD?
… Someone at the provider’s office treated me poorly?
… a dental plan representative treated me poorly?
… I don’t want the treatment my dentist suggests?
… I don’t have a way to get to my appointments?
… I get a bill?
 … I can’t find a dentist that takes my plan?
... I think a provider is billing for services not provided, requesting tests you don’t need, making a fake diagnosis, or something else that seems illegal?
... I have a pending lawsuit about medical claims?
… I think I'm having an emergency?
… I’m having an emergency?
... I disagree with a provider's recommendation?
... I need to see a dentist?
... I can't make a dental appointment?
... I'm in an accident?
… my dentist’s office is closed and I think I need help right away?


 How do I…
… contact Member Services?
… speak with someone in my language at Member Services?
... see a dental specialist?
... get in touch with Medicaid representatives?
... get an interpreter to help me at appointments with providers?
... get information from the dental plan in a different language?
... get information from the dental plan in large type?
... get information about how the dental plan rewards providers?
... pick a dentist or other provider?
… find a dentist near me?
… find out if a medication I’m taking is covered?
	[Paragraph Title] …………………………[Page #]

Can I…
… change PCDs?
… choose a different provider?
… choose any provider that is in the network?
… get information in my language?



What does…
	… a PCD do?
	… a dental plan do?
	… Member Services do?
	… Medicaid customer service do?
	…the dental plan pay for?

When should I…
	… see my PCD?
	… call Member Services?
	… go to urgent care?
	… go to the emergency room?

What happens…
	… after I’m treated for an emergency?
	… if I need to see a specialist?
	… if I don’t pick a PCD?
	… the dental plan doesn’t cover a service?
I need…
… an ASL interpreter, how do I arrange for one?
… information in a different language, how do I get it?
… information in a different format (like Braille or large print), how do I get it?
…to go to the dentist, how do I find one near me?


What are…
	… my rights?
	… my responsibilities as a member?

How much…
	… will my medication cost?
	… will I have to pay for services?

Do I need…
	… prior authorization?
	… two cards?

What should I …
	…. Expect during a visit?
	… take with me to an appointment?
[Top 5/10 FAQ from Member Services not covered]






