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UnitedHealthcare Dental

Important information

For dental emergencies, call your child’s main dentist’s office.

For medical emergencies dial 9-1-1 or go to the nearest emergency room.

UnitedHealthcare Dental Member Services

8:00 a.m.-5:00 p.m., Monday-Friday.

Available in English or Spanish.

Member Services Line may be closed on state-approved holidays.
Interpreter services are available for all Member Services calls.

If you call after regular business hours or during a weekend, you will
get an answering service or a recording with operating hours and what
to do in case of an emergency. If you don’t have an emergency, call
your main dentist during regular business hours.

You can access information on the UnitedHealthcare Dental Texas
CHIP website 24 hours a day, 7 days a week.

Ombudsman Managed Care Assistance Team:

1-877-901-7321,
TDD/TTY: 7-1-1

uhc.com/DentalTX

1-866-566-8989

You can request that this and any of the printed materials we send
you be translated into another language or sent to you in a different

format such as audio, larger print or Braille.

To request this handbook in a different format or language, please
call UnitedHealthcare at 1-877-901-7321, TDD/TTY: 7-1-1. We will
provide this at no charge to you within 5 business days of your request.

If there are any significant changes, UnitedHealthcare Dental will
send you a letter to let you know at least 30 days prior to the change.

© 2024 United Healthcare Services, Inc. All Rights Reserved.
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Welcometo
UnitedHealthcare Dental

We are happy to have your child(ren) as a member. We are committed to providing quality dental care
for your child(ren).

This handbook contains important information about the Texas CHIP Dental Plan. Keep this
handbook for when you need information about the plan.

Eligibility
The Texas CHIP Dental Program provides dental services for Texas CHIP-eligible

children. Texas Health and Human Services Center (HHSC) determines eligibility for
all CHIP programs.

Coverage

The UnitedHealthcare Dental Texas CHIP program contracts with dental providers
and dental clinics so your child(ren) can get the dental services they need. We cover
preventive care, checkups and dental treatment services for CHIP-eligible children
0to 17 years of age.

Welcome call

New members of the Texas CHIP program will receive a “Welcome Call.” We will tell you
about the program benefits and how to get dental services. We will also make sure you
received ID cards for all of the eligible children in your family. If you are not home when
we call, we will try again or leave a message for you to call us back.

Questions? Visit uhc.com/DentalTX, 4
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.
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Member Services

If you have questions about Texas CHIP you can always call our Member Services at
1-877-901-7321, TDD/TTY: 7-1-1. Our staff is here Monday through Friday from 8:00 a.m. to
5:00 p.m. Interpreter services are also available for calls to Member Services.

We can help you with:
* Questions about dental benefits or Texas CHIP
* Questions about a bill for dental services
* Finding a dental provider
* Arranging for an interpreter to come to an appointment with you
* Reporting fraud and abuse
* Qut-of-network benefits

* Filing a complaint, grievance or appeal

You can also access our secure website 24 hours a day, 7 days a week uhc.com/DentalTX. You can
find information about benefits and locate a provider.

We always protect your child’s private information. See page 37 for the UnitedHealthcare Privacy
Notice or contact Member Services at 1-877-901-7321, TDD/TTY: 7-1-1 with any questions.

Member Services
1-877-901-7321, TDD/TTY: 7-1-1

Our office is closed on these major holidays:
* New Year’s Day
* Martin Luther King Jr. Day
* Memorial Day
* Independence Day
e Labor Day
* Thanksgiving Day
» Day After Thanksgiving
e Christmas Day

5 Questions? Visit uhc.com/DentalTX,
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.
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Your child’s ID card

You should have received an ID card for each of your children who are covered by Texas CHIP.
You will need to show this card every time your child sees a dental provider.

( 5 ( Printed mmkm‘yyyy\
United ‘ @m
Healthcare @CHIP| D=5~
Dental
Plan ID/ID del Plan (80840) 911-52133-05
Member ID/ID del Miembro: 100000045 Group/Grupo: (99999
- Provider should verify eligibility before providing treatment. To verify benefits, view claims or find a
D e S cacoy
SUBSCRIBER CHIP_TX2 TARJETA DE IDENTIFICACION DENTAL For Members/Para Miembros: uhc.com/dentaltx 877-901-7321
. . . . Directions for what to do in an emergency.
Main Dentist Name/Nombre del Dentista:  Payer ID/ID del Pagador: GP133 During normal business hours, call your child's Main Dentist to find out how to get emergency
DOUGLAS GETWELL Effective Date/Fecha devigencia: 09/01/2020 services. If your child needs emergency dental services after the Main Dentist's office has closed,
Main Dentist Ph Telef del Dentista: call your CHIP medical health plan.
ain Dentist “honeffelciono ael Denfista: Instrucciones sobre qué hacer en caso de emergencia.
281-383-9762 Durante las horas normales de operacion, llame al dentista primario del nifio para saber como
Copay/Copago: Office Visit/Preventive obtener servicios de emergencia. Si su hijo necesita servicios dentales de emergencia después de
$00/$00 que el consultorio del dentista primario haya cerrado, llame al plan de salud de CHIP.
No copay or cost sharing for CHIP Perinate/No se aplican copagos ni
participacion en los costos para CH[P PerJlnate‘ o For Providers: Tho.com/deniatie 3006271764
Qsm drr by Unitedt Insurance Companyj \Demal Claims: P.O. Box 99999; Milwaukee, WI 53201

How to read your ID card
* Member’s Name — Who the card is for

Member ID Number — The member’s Texas CHIP Dental Services ID number

Effective Date — The date the member’s Texas CHIP Dental Services coverage started
Date of Birth — The member’s birth date
Plan Name — Shows that you have joined the Texas CHIP Dental Services

Main Dentist — The dentist the member is assigned to

Dental Phone — The dentist’s phone number

Copay — The amount you will have to pay your child’s dentist for a visit that is not a
dental checkup

How to use your ID card
* Take your ID card with you to the dentist. Your dentist will need the card information.

* Use your ID card to find the Member Services number to call for assistance. The number is on
the back of your card. Have the card ready when you call.

How to replace your ID card if it is lost

If you lose your UnitedHealthcare Dental ID card, call Member Services right away at
1-877-901-7321. Member Services will send you a new one. Call TDD/TTY: 7-1-1 for
hearing impaired.

Questions? Visit uhc.com/DentalTX, 6
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.
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Who to call in an emergency?

During normal business hours, call your child’s main dentist to find out how to get emergency
services. If your child needs emergency dental services after the main dentist’s office has closed,
call your CHIP medical health plan.

Regular dental care

Regular dental care is just as important as medical care. You should take your child(ren) to the
dentist for regular checkups.

Your child(ren) should begin to see the dentist as soon as their first tooth comes in and no later than
their first birthday. The dentist or dental hygienist will examine your child’s mouth. The examination
will include the teeth, gums, tongue, lips, and roof of mouth. Depending on the child’s age, number
of teeth present, and ability to cooperate, the dentist may order a few X-rays to see if there is tooth
decay. X-rays are also helpful in determining that the permanent teeth are developing normally. Your
child may also have his or her teeth cleaned.

Dental providers

Does my child’s dentist have to be part of the UnitedHealthcare Dental CHIP network?

Yes. You must choose a main dentist in the UnitedHealthcare Dental Texas CHIP network. The Texas
CHIP Dental Provider Directory lists all dentists in the network. Before going in for care, please make
sure your dentist is listed in the directory by calling Member Services or viewing the online directory

at uhc.com/DentalTX.

The Provider Directory includes information like:
* Provider name, address and phone number
* Languages spoken
* Handicap access to the office

* If they are no longer accepting new patients

7 Questions? Visit uhc.com/DentalTX,
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.
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Here are some dental providers your child(ren) may see:
* Main dentist
* First dental home
* General dentist can treat children and adults
* Pediatric dentists treat children up to age 18
* Orthodontists provide braces to straighten children’s teeth
* Endodontists specialize in saving teeth, they do root canals
* Periodontists provide treatment for gum disease
* Oral surgeons perform dental surgery, including difficult extractions
* Dental hygienists clean teeth and provide oral health education
* Dental assistants assist the dental provider during treatment

If your dentist leaves the network

Sometimes dentists leave our network. They move or retire. If your dental provider leaves the
network, we will send you a letter 30 days prior to the provider leaving the network. In the event the
provider leaves with insufficient notice, we will send you a letter within 15 calendar days to let you
know. Member Services can help you find a new dentist.

Dental specialist

Sometimes your child’s main dentist will want you to take your child to a dental specialist. Your child’s
main dentist will let you know what type of specialist they want you to see. They can recommend
someone or you can pick one. Make sure whoever treats your child is part of the UnitedHealthcare
Dental Texas CHIP network. Member Services can help you find a specialist.

What if | need to cancel my child’s dental visit?

Canceling appointments

We know that sometimes you may need to cancel an appointment for your child. Make sure that
you call the office as soon as possible if you need to cancel. You should give the office at least
24 to 48 hours’ notice. That way they can schedule someone else who needs dental care at that
time. If you miss too many appointments and don’t call the office to cancel they may not give you
another appointment.

Remember: If you cancel an appointment and you also had transportation and/or an interpreter
scheduled you need to cancel these too.

Questions? Visit uhc.com/DentalTX, 8
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.
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Out of network providers

Treatment provided to your child by a provider who is not part of the UnitedHealthcare Dental Texas
CHIP network will not be covered unless the provider receives approval before treating your child.
Dental providers who are not part of the network will need to request prior authorization before they
treat your child. They need to contact UnitedHealthcare Dental and tell us why you need to be treated
by an out-of-network provider.

What do | need to bring when | take my child to the dentist?

Make sure you have your child’s UnitedHealthcare Dental Texas CHIP ID card handy. The dental
office will need the information on the card to make the appointment. Make sure you write down the
date and time of the appointment. Tell the office if you will need an interpreter to meet you there.

What is a main dentist?

A main dentist can be a general dentist or a dentist who only treats children. This is the dentist who
gives your child services that prevent teeth problems. This dentist also can fix most teeth problems.
Your child’s main dentist also can send your child to a specialist for teeth problems that are harder to
fix, if that kind of treatment is needed.

Can aclinic be my child’s main dentist?
(Rural Health Clinic/Federally Qualified Health Center)

Yes, a Federally Qualified Health Center (FQHC) or Rural Health Clinic (RHC) can be your main
dentist if you choose. For help with finding or changing a main dentist please call Member Services
at 1-877-901-7321, TDD/TTY: 7-1-1.

How many times can | change my child’s main dentist?

You can change your child’s main dentist as many times as you like.

How can | change my child’s main dentist?

You can change main dentists by calling us at 1-877-901-7321, TDD/TTY: 7-1-1 (toll-free).
Oryou can write to:

UnitedHealthcare Dental - Texas
P.O. Box 740224
Atlanta, GA 30374-0224

Oryou can log into our website at uhc.com/DentalTX to make a new main dentist selection.
A one-time registration is required. Then you may login and change your main dentist as needed.
It’s easy!

9 Questions? Visit uhc.com/DentalTX,
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.
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If | change my child’s main dentist, when can we start getting services from the new provider?

The main dentist change will become effective the day after you make the change.

Is there areason | might be denied if | ask to change my child’s main dentist?
We might turn down your request for one of the reasons listed below:
* The main dentist you want to change to is not accepting new patients

* The main dentist you want to change to does not provide the types of dental services your
child needs

Can a main dentist ask to move my child to another main dentist?
Your child can be moved from one main dentist to another for one of the reasons listed below:
* |f you or your child don’t follow the dentist’s advice

* If you or your child are repeatedly loud or disruptive while in the dentist’s waiting room or
treatment area

* If your relationship with your child’s main dentist is not working for either you or the dentist

What if | choose to take my child to another dentist who is not my child’s main dentist?

Your main dentist will provide you with preventative care and will refer you to specialists as needed.
You will need a referral from your main dentist to see another dentist.

What if | choose to take my child to a dentist that is out of network?

You will have to pay for any out-of-network services not authorized by UnitedHealthcare Dental,
except for emergency care.

What if | choose to take my child to a dentist that does not accept CHIP?

You will have to pay for any dental services that are done by dentists that do not accept CHIP.

How do | get dental care for my child after the main dentist’s office is closed?

If your child needs dental care after the office is closed and it is not an emergency, you can call
your child’s main dentist’s office and leave a message with the answering service. The dentist’s
staff will call you back when the office reopens.

If your child needs emergency dental work after the office has closed, call your CHIP medical
health plan.

Questions? Visit uhc.com/DentalTX, 10
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.
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How we make decisions

UnitedHealthcare Dental Texas CHIP uses a process called “utilization review.” This process

helps us to make sure each child receives the appropriate treatment. We want to make sure that
children don’t receive services or procedures they may not need. Some examples would be too
many rays. We also want to make sure that children receive the services they need like cleanings and
sealants. UnitedHealthcare Dental Texas CHIP has “clinical guidelines” for all of our dental providers.
These “guidelines” describe how most dental providers should provide treatment for their Texas
CHIP patients.

UnitedHealthcare Dental Texas CHIP has a team of dental professionals who review certain types
of treatments to make sure they meet our clinical guidelines. The team includes our Utilization
Management Director, general dentists, and orthodontists.

Only licensed dentists can make the decision to deny a treatment or service. All denials of treatment
or services must be supported by UnitedHealthcare clinical guidelines. You can get a copy of these
guidelines on our website or by calling Member Services.

UnitedHealthcare Dental Texas CHIP staff are not rewarded for saying “no” to needed care. You have
the right to appeal any decisions to deny dental treatment or services. The process to request an
appeal of a decision is explained on page 25.

Emergencies and Urgent Care

Emergencies

An emergency is a life threatening illness or injury. It requires immediate care. You should call 9-1-1
or go to the nearest emergency room. You should also call your child’s primary care provider (PCP).
If your child has a dental emergency, you should call their dentist right away. Prior authorization is
not required for emergencies. They will tell you what to do. You can also call UnitedHealthcare Dental
Texas CHIP Member Services at 1-877-901-7321, TDD/TTY: 7-1-1, 8:00 a.m.-5:00 p.m., Monday-
Friday. They can help you find a dental provider if you need one.

If the injury to your child is life-threatening you should call 9-1-1 or take your child to the emergency
room immediately.

Urgent Care

Urgent care is when your child has a dental problem that is not life threatening. An example might
be pain or an infection. You should call your child’s dentist. The dentist can tell you what to do. Your
child’s dentist is required to see all urgent care dental problems within 48 hours.

11 Questions? Visit uhc.com/DentalTX,
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Table of contents


http://uhc.com/DentalTX

UnitedHealthcare Dental CHIP Handbook

Changing dental plans

What if | want to change my child’s dental plan?

If your child has been in a CHIP dental plan less than 90 days, you can change dental plans. Call
CHIP toll-free at 1-800-647-6558.

Your child cannot change dental plans after being in the plan 90 days unless your child is granted an
exception for a “good cause.” You also cannot change dental plans if your child has reached his or
her annual dental benefit limit.

If | change my child’s dental plan, when will we be able to start using the new dental plan?

If you call to change your child’s dental plan on or before the 15th of the month, the change will take
place on the first day of the following month. If you call after the 15th of the month, the change will
take place the first day of the second month after that. For example:

* If you call on or before April 15, your change will take place on May 1

* If you call after April 15, your change will take place on June 1

Can UnitedHealthcare Dental ask that my child get dropped from their dental plan?
A CHIP dental health plan can ask that a child be removed from their plan for the following reasons:

* The child or the child’s caregiver misuses the child’s membership card or loans it to
another person,

* The child or the child’s caregiver is disruptive, unruly, or uncooperative at the dentist’s office, or

* The child or the child’s caregiver refuses to follow the dental plan’s rules and restrictions.

Questions? Visit uhc.com/DentalTX, 12
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.
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Your Texas CHIP Dental benefits

Your child’s UnitedHealthcare Dental Texas CHIP plan covers a wide range of dental treatments and
services. These services include medically necessary preventive and diagnostic care, and treatment
for dental and gum disease. Some dental services may require “prior authorization” or approval
before getting the service.

What are my child’s dental benefits with CHIP?

CHIP dental benefits for your child include the following services:
* Exam, cleaning and fluoride treatment every six (6) months
» X-rays every six (6) months

* Fillings, extractions, crowns, root canals and other medically necessary treatments

How do | get these services for my child?

Schedule a checkup appointment for your child with your child’s main dentist. The main dentist will
provide these services and determine if additional services may be needed.

What services are not covered?
» Cosmetic procedures (for example, tooth whitening)
* General anesthesia or intravenous/conscious sedation
* Orthodontia
* Procedures considered experimental or investigational
* Services that are determined to not be medically necessary

* Services that could be covered under another insurance carrier or health plan

13 Questions? Visit uhc.com/DentalTX,
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.

Table of contents


http://uhc.com/DentalTX

UnitedHealthcare Dental CHIP Handbook

What other benefits are offered by UnitedHealthcare Dental
Texas CHIP plan?

Your child can earn a reward for good dental habits. Some of the rewards that UnitedHealthcare
Dental CHIP offers are:

Extrabenefits for CHIP members

Earn a gift card for taking care of your child’s teeth!

$25 Walmart gift card - Dental Case Management program

Who is eligible?
New members aged 19 and younger may be eligible. Limit of one gift card per lifetime.

What do | need to do?

Simply complete a risk assessment. This helps us understand your child’s unique needs. If your
child qualifies, we will contact you. Members must agree to enroll in our case management program
within 120 days of signing up with UHC Texas Dental.

$10 Walmart gift card - Sealant program (first molars)

Who is eligible?
Members aged 9 and younger. Members who receive sealant treatment on all four first molars will
receive a gift card. Limit of one gift card per lifetime.

What do | need to do?
Simply schedule an appointment with your Main Dentist. Sealing these teeth as soon as they come
in can keep them cavity-free. We will mail your gift card to you! No forms to fill out!

$10 Walmart gift card - Sealant program (second molars)

Who is eligible?
Members aged 14 and younger. Members who receive sealant treatment on all four second molars
will receive a gift card. Limit of one gift card per lifetime.

What do | need to do?
Simply schedule an appointment with your Main Dentist. Sealing these teeth as soon as they come
in can keep them cavity-free. We will mail your gift card to you! No forms to fill out!

Members who complete the requirements from 9/1/2024 to 8/31/2025 will be eligible to receive
a gift card.

Questions? Visit uhc.com/DentalTX, 14
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.
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How much do | have to pay for my child’s dental care?

CHIP members will be charged a copayment for any visit that is not a dental checkup. Your child’s
copay amount can be found on the front of the ID card. You are required to pay this amount at the
time of treatment. Native Americans or Alaskan Natives are exempt from copays.

At or below 151% FPL charge:

Office visit (non-preventive) $5
Cost-sharing cap 5% (of family’s income)* *

Above 151% up to and including 186% FPL charge:

Office visit (non-preventive) $20
Cost-sharing cap 5% (of family’s income)* *

Above 186% up to and including 201% FPL charge:

Office visit (non-preventive) $25
Cost-sharing cap 5% (of family’s income)

** Per 12-month term of coverage.

How much do | have to pay for services not covered by CHIP or services that are over the
annual cap?

Covered dental services are subject to a $564 annual benefit limit unless an exception applies. CHIP
members who have used up the $564 annual benefit limit can continue to receive certain services
such as checkup visits, medically necessary covered treatment and emergency treatment. You will
have to pay for services that are not covered or for services over the annual cap if they do not fall in
any of the above categories.

How do | get drugs (prescriptions) the dentist has ordered for my child?

Take the prescription with your Medical CHIP ID to your pharmacy of choice located close to you.

Who do | call if | have problems getting drugs (prescriptions) the dentist ordered for my child?

Call your Medical CHIP Health Plan or contact UnitedHealthcare Dental Member Services at
1-877-901-7321, TDD/TTY: 7-1-1.

15 Questions? Visit uhc.com/DentalTX,
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Dental care and other services

What is routine dental care?

Routine dental services include:
* Diagnostic and preventive visits (cleanings, fluoride every six [6] months)

* Therapeutic services such as fillings, crowns, root canals and/or extractions

Making appointments

When you call your main dentist’s office to make an appointment you should let them know why you
are making an appointment. For example, “My child needs their teeth cleaned,” or, “My child has a
tooth ache.” The office will ask for your names, address, phone number and insurance.

How soon can | expect my child to be seen?
Members should be scheduled for a visit:
* Within three (3) weeks for routine services

* Within twenty-four (24) hours for emergency services

If you have any trouble making an appointment, call Member Services and they can help you.

What dental services are covered by the CHIP medical plan?
Your child’s CHIP medical plan covers limited emergency dental services in a hospital or ambulatory
surgical center. The CHIP medical plan will pay for the following:

* Dislocated jaw

* Traumatic damage to teeth and supporting structures

* Removal of cysts

* Treatment of oral abscess of tooth or gum origin

* CHIP medical plans pay for hospital, physician, and related medical services for the above
conditions. This includes services the doctor provides and other services your child might need,
like anesthesia or other drugs.

CHIP medical plans are also responsible for paying for treatment and devices for craniofacial
anomalies.

UnitedHealthcare Dental provides all other dental services. Call UnitedHealthcare Dental to learn
more about the dental services we offer.

Questions? Visit uhc.com/DentalTX, 16
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.
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How do | get emergency dental care for my child and who do | call?

Call your child’s main dentist to find out how your child can get emergency dental services. If the
office is closed, call your child’s CHIP medical plan.

How soon can | expect my child to be seen?

Your child should get emergency dental services no later than 24 hours after you call.

What does medically necessary mean?

That’s the standard for deciding whether CHIP will cover a dental service for your child. For

dental services or products provided, the test is whether a prudent dentist would provide the
service or product to a patient to diagnose, prevent, or treat dental pain, infection, disease,
dysfunction, or disfiguration in accordance with generally accepted procedures of the professional
dental community.

What if my child needs routine dental care or emergency dental
services when he or she is out of town or out of Texas?

If your child needs routine dental care when traveling, call us toll-free at 1-877-901-7321, TDD/TTY:
7-1-1 and we will help you find a dentist.

If your child needs emergency dental services while traveling, go to a nearby hospital, then call your
CHIP medical health plan.

What if my child needs dental services when he or she is out of the country?

Dental services performed out of the country are not covered by CHIP.

What if my child needs to see a special dentist (specialist)?

Your child’s main dentist will give you a referral so your child can go to a specialist.

How soon can | expect my child to be seen by a specialist?

* If the specialist is providing urgent care your child will be seen no later than 24 hours from the
time you ask for the referral from your main dentist

* If the specialist is providing therapy or your child needs to see the specialist to get a diagnosis,
your child will be seen no later than 14 days from the time you ask for the referral

* If the specialist is providing services to prevent teeth problems, your child will be seen no later
than 30 days from the time you ask for the referral
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Which dental services do not need a referral?

Services performed by your child’s main dentist do not need a referral. Your child’s main dentist will
refer your child to a specialist if there is a medically necessary need.

Interpreter services

If English is not your primary language, you can get access to an interpreter when you call Member
Services. Some of our Member Services representatives speak languages other than English.

We also contract with Certified Languages to provide other languages. The Member Services
representative can get an interpreter on the phone to assist you with your call. TTY for the hearing
impaired is available by dialing TDD/TTY: 7-1-1.

Many of the dental providers in our network also speak other languages. You can find the languages
that a dental provider speaks in our provider directory and on our website. The Texas CHIP Provider
Directory lists all participating dentists in the network and can be viewed on uhc.com/DentalTX.
Please contact Texas CHIP Member Services or visit the Texas CHIP website for the most current list
of dentists or if you need help finding a provider that speaks your language.

You can also have an interpreter come to a dental appointment with you. You must call Member
Services at least 72 hours before the scheduled appointment to request an interpreter. We will
arrange to have an interpreter who speaks your language meet you at the dental office. If you need
a sign language interpreter you need to let us know at least 2 weeks before the appointment. If your
appointment date or time changes you need to let us know. We can let the interpreter know as well.

Can someone interpret for me when | talk with my child’s dentist?

Yes. You have access to an interpreter when you call Member Services. Some of our Member
Services representatives speak languages other than English. We also contract with the Certified
Languages to provide other languages. The Member Services representative can get an interpreter
on the phone to assist you with your call. TTY for the hearing impaired is available by dialing TDD/
TTY: 7-1-1.

Who do I call for an interpreter?

Call Member Services. A Member Services representative can get an interpreter on the phone to
assist you with your call. TTY for the hearing impaired is available by dialing TDD/TTY: 7-1-1.

Questions? Visit uhc.com/DentalTX, 18
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How far in advance do | need to call?

You must call Member Services at least 72 hours before the scheduled appointment to request

an interpreter. We will arrange to have an interpreter who speaks your language meet you at the
dental office. If you need a sign language interpreter you need to let us know at least 2 weeks before
the appointment.

How can | get a face-to-face interpreter in the dentist’s office?

You can also have an interpreter come to a dental appointment with you. You must call Member
Services at least 72 hours before the scheduled appointment to request an interpreter. We will
arrange to have an interpreter who speaks your language meet you at the dental office. If you need
a sign language interpreter you need to let us know at least 2 weeks before the appointment. If your
appointment date or time changes you need to let us know. We can let the interpreter know as well.

WhatifIget abill from my child’s dentist?

Ask your child’s dentist why they are billing you. Your child’s dentist cannot bill you for covered and
approved CHIP services.

Who do | call?
Call UnitedHealthcare Dental Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.

What information will they need?

Please have your child’s member ID card and a copy of the bill in front of you. You will need to tell
Member Services who sent you the bill, the date of service, the amount and the provider’s address
and phone number.

WhatdoIhavetodoif I move?

It is very important that you keep all of your information updated. As soon as you have your new
address, give it to the local HHSC benefits office and UnitedHealthcare Dental Member Services
Department at 1-877-901-7321, TDD/TTY: 7-1-1.

Before you get CHIP services in your new area, you must call UnitedHealthcare Dental, unless you
need emergency services. You will continue to get care through UnitedHealthcare Dental until HHSC
changes your address.
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What are my child’s rights and responsibilities?

Member rights and responsibilities

Member rights

1.

You have the right to get accurate, easy-to-understand information to help you make good
choices about you or your child’s dentists and other providers.

You have the right to know how your child’s dentists are paid. You have a right to know about
what those payments are and how they work.

You have the right to know how UnitedHealthcare Dental decides about whether a service is
covered or medically necessary. You have the right to know about the people in
UnitedHealthcare Dental’s office who decide those things.

You have the right to know the names of the dentists and other providers enrolled with
UnitedHealthcare Dental and their addresses.

You have the right to pick from a list of dentists that is large enough so that your child can get the
right kind of care when your child needs it.

6. You have the right to take part in all the choices about your child’s dental care.

7. You have the right to speak for your child in all treatment choices.

8. You have the right to get a second opinion from another dentist enrolled with UnitedHealthcare

10.

11.

12.

13.

Dental about what kind of treatment your child needs.
You have the right to be treated fairly by UnitedHealthcare Dental, dentists, and other providers.

You have the right to talk to your child’s dentists and other providers in private, and to have your
child’s dental records kept private. You have the right to look over and copy your child’s dental
records and to ask for changes to those records.

You have a right to know that dentists, hospitals, and others who care for your child can advise
you about your child’s health status, medical care, and treatment. Your child’s dental health plan
cannot prevent them from giving you this information, even if the care or treatment is not a
covered service.

You have a right to know that you are only responsible for paying allowable copayments for
covered services for your child, up to benefit maximum limits. Dentists, hospitals, and others
cannot require you to pay any other amounts for covered services.

You have the right not to be secluded or restrained as a punishment or to make things easier
for your provider.

Questions? Visit uhc.com/DentalTX, 20
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.

Table of contents


http://uhc.com/DentalTX

UnitedHealthcare Dental CHIP Handbook

Member responsibilities

You and UnitedHealthcare Dental both have an interest in seeing your child’s dental health improve.
You can help by assuming these responsibilities.

1.

You and your child must try to follow healthy habits, such as encouraging your child to exercise,
to stay away from tobacco, and to eat a healthy diet.

You must become involved in the dentist’s decisions about you and your child’s treatments.

You must work together with UnitedHealthcare Dental’s dentists and other providers to pick
treatments for your child that you have all agreed upon.

If you have a disagreement with UnitedHealthcare Dental you must try first to resolve it using
UnitedHealthcare Dental’s complaint process.

You must learn about what UnitedHealthcare Dental does and does not cover. You must read
your Member Handbook to understand how the rules work.

If you make an appointment for your child, you must try to get to the dentist’s office on time.
If you cannot keep the appointment, be sure to call and cancel it.

You must report misuse by dental and health care providers, other CHIP members,
UnitedHealthcare Dental, or other dental or medical plans.

If you think you have been treated unfairly or discriminated against, call the U.S. Department of
Health and Human Services (HHS) toll-free at 1-800-368-1019. You also can view information
concerning the HHS Office of Civil Rights online at www.hhs.gov/ocr.
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Complaints, grievances, and appeals

We want you to be happy with the care and services you receive. If you are unhappy, we want to know
about it so we can resolve the problem.

Complaints

You have the right to file a complaint at any time. Please call Member Services and we will address
your questions or concerns about benefits, services, access to appointments, wrong bills you
received or other issues. If possible, we will resolve your problem at the time of your call. If that is not
possible, we will ask for more information and get back to you within 30 calendar days after your
complaint is filed. At any time, we may ask you for more information.

You can also file a complaint in writing. An authorized representative — someone you choose in
writing — can help you. Your authorized representative can be a friend, neighbor, family member,
provider or attorney.

Complaint process

What should I do if | have a complaint?

We want to help. If you have a complaint, please call us at 1-877-901-7321, TDD/TTY: 7-1-1 (toll-
free) to tell us about your problem. A UnitedHealthcare Dental Member Services advocate can help
you file a complaint. Most of the time, we can help you right away or within a few days at the most.

If you still have a complaint after you’ve gone through the UnitedHealthcare Dental ’s complaint
process, call the Texas Department of Insurance at 1-800-252-3439 (toll-free). If you want to make
your complaint in writing, please send it to the following address:

Texas Department of Insurance
P.O. Box 149091
Austin, Texas 78714-9091

Who do | call?
If you have a Complaint, please call us toll-free at 1-877-901-7321, TDD/TTY: 7-1-1.

Send written complaints to:

UnitedHealthcare Dental Texas CHIP
Appeals/Complaints Department
P.O. Box 1427

Milwaukee, WI 53201

Questions? Visit uhc.com/DentalTX, 22
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Can someone from UnitedHealthcare Dental help me file a complaint?

A UnitedHealthcare Dental Member Services advocate can help you file a complaint. Just call
1-877-901-7321, TDD/TTY: 7-1-1.

What do | need to do to file a complaint and how long will the process take?

Please call us at 1-877-901-7321, TDD/TTY: 7-1-1 (toll-free) to tell us about your problem. A
UnitedHealthcare Dental Member Services advocate can help you file a complaint. Or you can
write to us at the address below. Most of the time, we can help you right away or within a few days
at the most.

Send written complaints to:

UnitedHealthcare Dental Texas CHIP
Appeals/Complaints Department
P.O. Box 1427

Milwaukee, WI 53201

We will send you an acknowledgment letter less than 5 business days after we receive your
complaint. The letter will also tell you what you can do if you still have concerns.

We will review your case and send you a letter with our decision within 30 days from the date of
your complaint.

If | don’t like what happens with my complaint, who else can | call?
If you still have a complaint after you’ve gone through UnitedHealthcare Dental’s complaint process,
you can call the Texas Department of Insurance at 1-800-252-3439 (toll-free).

How can I file a complaint with the Texas Department of Insurance after | have gone through
the UnitedHealthcare Dental complaint process?

If you still have a complaint after you’ve gone through the UnitedHealthcare Dental ‘s complaint
process, call the Texas Department of Insurance at 1-800-252-3439 (toll-free). If you want to make
your complaint in writing, please send it to the following address:

Texas Department of Insurance
P.O. Box 149091
Austin, TX 78714
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Appeals

An appeal is a request to change a decision made by UnitedHealthcare Dental for services that you
or your provider believe you are entitled to receive. You, or an authorized representative, can file an
appeal in writing, in person, or by calling UnitedHealthcare Dental Texas CHIP Member Services.
Requests to review services that were denied by UnitedHealthcare Dental Texas CHIP must be made
within 60 calendar days of UnitedHealthcare Dental Texas CHIP decision to deny a service or supply.
We will review the care or services that were denied or the coverage decision that was made.

Send written appeals to:

UnitedHealthcare Dental Texas CHIP
Attn: Grievance and Appeals Unit
P.O. Box 1427

Milwaukee, WI 53201

You have the right to:

* Ask for and get copies of all documents related to the appeal. You may add information about
the appeal to your file in writing or in person.

* Continue to have CHIP covered services while your appeal is under review. To have these CHIP
covered services continue, you must call or tell UnitedHealthcare Dental Texas CHIP within 10
calendar days of being notified. If the appeal is denied, you may be responsible for the cost of
any continued benefits you received. If the appeal is approved and you did not request that your
services be continued while your appeal was pending, UnitedHealthcare Dental Texas CHIP will
authorize or provide services within 72 hours.

Qualified UnitedHealthcare Dental Texas CHIP staff decide on appeals that are not about medical
issues. Qualified health care professionals decide on appeals about medical issues. We will make a
fair decision about appeals within 30 calendar days of receiving your appeal.

Can someone else appeal for me?

Yes. Your doctor, another provider, or anyone you choose can ask for an appeal.

Questions? Visit uhc.com/DentalTX, 24
or call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1.

Table of contents


http://uhc.com/DentalTX

UnitedHealthcare Dental CHIP Handbook

Appeal process
What can | do if UnitedHealthcare Dental denies or limits a service for my child that the dentist
has asked for?

If you do not agree with the UnitedHealthcare Dental denial, you have the right to appeal. You can ask
UnitedHealthcare Dental to help you file an appeal. You can also choose a provider, a relative, a friend
or lawyer to appeal on your behalf. The person you choose must have your written approval to appeal
on your behalf.

How will | find out if services for my child are denied?

You will receive notification of a denial for service(s) requested for your child in the mail. You can call
Member Services at 1-877-901-7321, TDD/TTY: 7-1-1 for a status on a request for services for your
child or view the status on uhc.com/DentalTX. Your dentist may also tell you about the denial.

What are the time frames for the appeal process?

You must ask for an appeal within 60 days from the date you get our denial letter. If you want
UnitedHealthcare Dental to look at your case, you can ask for it by writing or by calling us. If you, or
the person you choose to appeal for you, call Member Services to ask for an appeal, Member
Services will put your appeal in writing and send it to you to sign. You, or the person you choose to
appeal for you, must sign the appeal and send it back to us, unless you have requested a fast
(expedited) appeal.

You can request an extension of up to 14 calendar days if needed. If UnitedHealthcare Dental
determines more information is needed or an extension is in your child’s best interest, we will notify
you in writing. We will state how a delay is in your child’s best interest.

When can | ask for an appeal?

You must ask for an appeal within 60 days from the date you get our denial letter. Your services may
continue while your appeal is being looked at, if all of the following apply:

* You ask for an appeal:
- Within 10 calendar days from the date we mailed the denial letter, or
- Before the effective date of this denial letter.

* The appeal request is related to reduced or suspended services or to services that were
previously authorized for you

* The services were ordered by an authorized provider
* The authorization period for the services has not ended
* You asked that the service continue
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You can also ask for an appeal for partial or complete denial of payment for services. You can request
an extension of up to 14 calendar days if needed. If UnitedHealthcare Dental determines more
information is needed or an extension is in your child’s best interest, we will notify you in writing. We
will state how a delay is in your child’s best interest.

Can | just ask for an appeal or does it have to be in writing?

You can ask for an appeal in writing, or you can call and ask UnitedHealthcare Dental for an appeal.
We will send you a one-page appeal form that you, your child’s dentist, or someone else representing
you can fill out and return to us.

Can someone from UnitedHealthcare Dental help me file an appeal?

Yes. Please call Member Services at 1-877-901-7321, TDD/TTY: 7-1-1 to ask for an appeal.
A member advocate will put your appeal in writing and send it to you to sign.

What else can | do if I’'m still not happy?

If you disagree with UnitedHealthcare Dental’s appeal decision, you have the right to request a review
by MAXIMUS Federal External Review. MAXIMUS does not have an affiliation with UnitedHealthcare
Dental, your health care providers, or the URA.

To request a MAXIMUS Federal External Review, you must fill out the MAXIMUS Federal External
Review Request form and return it to MAXIMUS Federal Services:

Mail: HHS Federal External Review Request
MAXIMUS Federal Services
3750 Monroe Avenue, Suite 705
Pittsford, NY 14534

Email: FERP@maximus.com

Online: Submit a request online at: https://externalappeal.com/ferpportal/#/home
Select the link “Request a Review Online” in the heading.

Fax: 1-888-866-6190
Call: 1-888-866-6205, 8:00 a.m.-5:00 p.m. EST, Monday-Friday

The form can be found on our member web portal uhc.com/DentalTX.

If you believe your situation is urgent, you may ask for an expedited (fast) review when emailing,
faxing or by calling the Federal External Review Process at 888-866-6205 ext. 3326. If submitting the
review request online select “expedited.”

Questions? Visit uhc.com/DentalTX, 26
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The patient, parent, or the patient’s legal guardian must sign the consent to release medical
information to MAXIMUS (included as part of the review request form).

MAXIUMS Federal Services will provide notice of the final external review decision as quickly as
your medical conditions or circumstances require, but no later than 72 hours after they receive your
expedited external review request. When MAXIMUS Federal Services receives your request, they will
notify us, and we will send them all the case information for their review. If you send them any more
information they will share it with us.

You will receive a letter with their decision for a standard request no later than 45 days after they
receive the request for the external review. If MAXIMUS Federal Services decides to overturn our
decision, we will provide coverage or payment for your health care items or services.

If you have questions or concerns about your external review, call 1-888-866-6205.

Urgent (fast) appeals

When you or your child’s provider feels a delay in care or treatment might be a medical emergency,
you or your child’s provider should call UnitedHealthcare Dental Member Services to request a fast
appeal. This means the absence of immediate medical attention could be a risk to your child’s life
or cause your child severe pain. We will make a decision about urgent appeals within 72 hours of
receiving your request.

If more information is needed, UnitedHealthcare Dental will contact you to let you know