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Dear Doctor,
For years, we have been working with you to ensure that Delta Dental of Massachusetts
members receive high quality dental care. We could not accomplish this without our
valued participating dentists.
 
In October, Delta Dental of Massachusetts implemented a new claims processing system
to enhance our ability to create efficiencies and offer great self-service options. While
many aspects of our transition have gone exceedingly well, not surprisingly, we have
encountered some challenges during the transition to this new system. We would like to
take this opportunity to update you on what has been addressed already and what issues
are still ongoing with this major initiative.
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We have received
some helpful
feedback about the
new layout of the
CEOBs, and will be
increasing the font
size on the
document to improve
readability and
changing the way
the document is
organized to make it
easier to find the
information you
need.

Claim Processing

Some claims have experienced delays in processing. We have
added staff to work through the backlog to get caught up as
quickly as possible. Please know that over 85% of our claims
have been processed and paid. Some details around the
delayed claims:

Coordination of benefits claims are being processed, but
with some initial delays. We are working to get these
caught up and processed. To speed up the processing of
these claims, please be sure to mark the COB box on the
claim form and to include any payor EOBs, etc. with the
claim submission.
Some claims have been delayed due to provider data for
many dental offices. Under our new system we use the
treating (type 1) and billing (type 2) NPI coupled with
the service office address as our first option to match
the submitted claim to our provider files. (Click here to
see an example) If we do not match on the NPI and
address we default to the first and last name of the
treating dentist. If any of this information is not on the
claim, or this information is different than the information
in our records, the claim is suspended for manual
research. Thank you to all who have updated your forms
to ensure timely processing of your claims.
We can no longer accept claim forms older than 2006. If
you are still using old claim forms, please update to a
version that is 2006 or newer. An example is located
under Forms on the Dentists section of our website.
You can view the status of your claims that have been
entered into our system by logging in to the web

http://www.deltadentalma.com/dentists/forms.asp


entered into our system by logging in to the web
portal and selecting the Claim/Pre-Estimate Status
option. Please see this diagram for an explanation of the
status categories. (Link opens a PDF file)
As happens each year, members enrolled through BTU,
the Boston Teachers Union and the Boston Teachers
Union Paraprofessionals were placed on hold in early
September. BTU provided their annual eligibility update in
record time this year. Unfortunately it arrived on 10/28
in the midst of our conversion process. Due to
unexpected technical challenges we were not able to
complete the required eligibility adjustments for this
group until early December which delayed claims
processing and payments. The claims for BTU members
were released for processing over the weekend of 12/5.

Customer Service

Questions surrounding our new website, new Consolidated
Explanation of Benefits forms, and other associated issues
have caused an increase in calls to our customer care center.
We have added staff and we are working hard to get all calls
answered in a timely manner. 
 
As a reminder, our customer care center is open from 8:30
a.m. - 8 p.m. Monday-Thursday and 8:30 a.m. - 4:30 p.m. on
Friday. If your staff needs to call, we recommend calling after
5 p.m. if possible, when wait times generally tend to be
shorter.
 
Please consider using these self-service options to
greatly reduce any possible inconvenience from call wait
times. You can obtain the information you need, when you
need it without having to wait for a representative by using
one of our Self Service Options:
 
On the IVR at 800-872-0500:

Member Eligibility and Benefit Information
Member Claims History
Remaining Annual Maximum and Deductible
Faxback Benefit Summaries

On our website:

Member Eligibility and Benefit Information  
Member Claims History
Remaining Annual Maximum and Deductible
Detailed Claim Status for all your claims (See included
diagram for further details.)
Member Service History indicates when prior procedures
were performed
Ability to view both secure (specific to a dental
practice) and general documents (documents pertinent
to all dentists)
Copies of CEOBs for your dental practice

https://onlineservices.deltadentalma.com/


Correcting these issues is and will remain a high priority. The
end result will be a system that offers improved service to you
by providing the best technology available in dental benefits
administration. We are dedicated to keeping you informed of
what is happening with this project, and will continue to
provide updates as they become available.
 
Sincerely, 

  
Director, Professional Relations

12/23/11

You are receiving this e-mail because you signed up as a super
user on the Delta Dental of Massachusetts web portal. We will
only use this address to periodically send you important
updates and announcements about Delta Dental service. We
will never share your address with any other outside
organization.
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