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January 2012

Dear MassHealth Member,
We have some important news about the MassHealth dental 
program that you need to know. 

MassHealth has contracted with Dental Service of 
Massachusetts, Inc. (DSM) to manage the MassHealth dental 
program. DSM and its subcontractor, DentaQuest, LLC 
(DentaQuest) will work with MassHealth to help improve the 
MassHealth dental benefit. Some of the things DSM/DentaQuest 
will do include:
 •  working to increase the number of MassHealth dental 

providers;
 •  helping you find a MassHealth dental provider near 

where you live;
 •  helping you schedule an appointment with a 

MassHealth dental provider if needed;
 •   providing you with information about the best ways to 

care for your teeth and maintain good oral health; and
 •  answering questions about your MassHealth dental 

benefit.

You will need to call the Dental Customer Service team at 
the telephone number listed in this booklet for your questions 
about MassHealth dental benefits. You should continue to call 
MassHealth Customer Service if you have questions about any 
of your other MassHealth benefits. Please read this booklet 
carefully and keep it handy. It contains a lot of important 
information about your MassHealth dental benefit.

The MassHealth Dental Program
* DentaQuest, LLC is subcontractor to Dental Service of Massachusetts, Inc.

Serving the MassHealth Program*



5

Table of Contents
Information about Your Dental Benefit .........................................6
Dental Services Covered by MassHealth ....................................7
How to Find a Dentist  .................................................................9
Making Dental Appointments ..................................................... 11
What to Do in an Emergency.....................................................12
Your Rights and Responsibilities ...............................................13
What if I Have Questions? .........................................................14
When and How to File a Complaint  ..........................................15
When and How to File an Appeal ..............................................16
Assurance of Non-Discrimination ..............................................17
Helpful Dental Tips ....................................................................17



6

Information about Your Dental Benefit
Dental care is one of many benefits available to children and 
adults who are eligible for MassHealth. In general, you are 
eligible for the dental benefit if you are enrolled in one of the 
following coverage types:

 • MassHealth Standard
 • MassHealth Basic
 • MassHealth CommonHealth
 • MassHealth Essential
 • MassHealth Family Assistance (Direct Care)
 • MassHealth Family Assistance (Premium Assistance)
 • MassHealth Prenatal
 • MassHealth Limited (emergency services only)

The MassHealth dental program regulations at 130 CMR 
450.105 and 420.000 describe the dental benefit, service limita-
tions, and member eligibility. This booklet gives you a general 
overview of the dental benefit and explains the importance of 
maintaining good oral health.

Call the Dental Customer Service telephone number below to 
speak with a representative if there is something you do not 
understand, if you have any questions about your MassHealth 
dental benefit, or if you need help finding a
MassHealth dentist.

Dental Customer Service
1-800-207-5019

TTY: 1-800-466-7566
(for people with partial or total hearing loss)

8:00 A.M. to 6:00 P.M.
Monday through Friday.
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Dental Services Covered by MassHealth
Services for Children (Members under Age 21)
The Early and Periodic Screening, Diagnosis and Treatment 
(EPSDT) program is designed to provide comprehensive and 
continuous health care to prevent illness and disability for 
MassHealth members under age 21 who are enrolled with 
Standard and CommonHealth coverage. EPSDT helps to create 
awareness and value of preventive well-child care services such 
as dental care. Members enrolled in MassHealth Standard and 
CommonHealth are eligible for all medically necessary dental 
services.

MassHealth members under age 21 enrolled in Basic, Family 
Assistance (Direct Care), Family Assistance (Premium 
Assistance), Prenatal, Limited, and Essential are covered for 
medically necessary dental services according to the coverage 
type.

Routine exams are visits to the dentist for a dental checkup. 
Dental checkups are an important part of your child’s overall 
health. The dentist will look in your child’s mouth to see if your 
child’s teeth, gums, and bones supporting the teeth are healthy. 
At this time, the dentist will see if your child needs other dental 
services. Sometimes during the checkup the dentist will clean 
your child’s teeth and take X rays. 

Dental services may include relief of pain and infection, teeth 
fillings, and preventive services such as cleanings to maintain 
good dental health. A dental screening is part of a physical exam 
your child gets during a wellchild checkup, but it does not take 
the place of an exam by a dentist. Your child should begin going 
to the dentist at three years of age, or sooner if necessary. 
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Dental services that are available to your child according to 
coverage type include: 

Some services may need to be approved by MassHealth before 
the dentist can provide them. The dentist will know which 
services these are and will request approval if he or she feels 
that you need these services. You do not need to do anything to 
request approval.

Services for Adults (Members Aged 21 and Older)
MassHealth members aged 21 and older are eligible for dental 
services performed by a MassHealth dentist. Adult members 
who have been determined by the Department of Developmental 
Services (DDS) to be eligible for DDS services receive a 
different dental benefit package than Adults who are not DDS 
Clients.  Examples of covered dental services for adults include:

 Oral exams (twice in 12 months)  Some Oral Surgery (such as 
removal of impacted teeth, biopsies, 
soft-tissue surgery) 

 X rays  Extractions (tooth-pulling)

 Cleanings (twice in 12 months)  Anesthesia

 Oral exams (twice in 12 months)  Space maintainers

 X rays  Oral surgery

 Cleanings (twice in 12 months)  Extractions (tooth-pulling)
 Fluoride (twice in 12 months)  Anesthesia

 Sealants  Crowns

 Braces (if qualified)  Fillings

 Root canal treatments   Any other medically necessary 
dental service

(Non-DDS Members)
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Pregnancy and Oral Health
During pregnancy, gums may become puffy and sensitive, 
and may even bleed when you brush your teeth. Women with 
cavities and poor oral health may be more likely to have small 
babies and to give birth earlier. There are simple ways to 
improve your oral health, such as brushing your teeth twice a 
day, flossing every day, and seeing a dentist, especially if you
are pregnant. Keeping your teeth clean will help to avoid these 
problems. Talk to your dentist about your oral health.

How to Find a Dentist
Dental Customer Services
MassHealth will pay for covered dental services only if they 
are provided by dental providers enrolled in MassHealth. 
Dental customer service representatives can help you find a 
MassHealth dental provider who is taking new patients and can 
even help you schedule an appointment. To speak with a dental 
customer service representative, call Dental Customer Service 

Some services may need to be approved by MassHealth before 
the dentist can provide the service. The dentist will know which 
services these are and will request approval if he or she feels 
that you need these services. You do not need to do anything to 
request approval.

 Oral exams (twice in 12 months)  Some periodontal (gum) services   

 X rays  Dentures

 Cleanings (twice in 12 months)  Extractions (tooth-pulling)   

 Root canal treatment (on front 
teeth)

 Anesthesia

 Oral surgery  Crowns 

 Fillings 

(DDS Members)
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at 1-800-207-5019. When you call, you should have these items 
ready:

 a pen or pencil
 some paper
 your address, including zip code
 your daytime telephone number
 information about any special needs you may have 
 your (or your child’s) MassHealth card

MassHealth Dental Provider Directory
Dental customer service representatives can give you a list of 
dentists who are enrolled in MassHealth. The list is called the 
MassHealth Dental Provider Directory. This directory is updated 
regularly as new information is received. You can view the 
directory yourself on the Internet at www.masshealthdental.net.  
You can also call the toll-free Dental Customer Service line at 
1-800-207-5019 to find out if a dentist is listed in the directory.

On the Web: Find-A-Provider
It is easy for you to find a dentist quickly in your area. Go to the 
MassHealth dental Web site at www.masshealth-dental.net. 
Click on Find a Provider and fill in the information requested, 
such as your zip code, city, or town. You can also search for 
a dental specialist. A list of MassHealth dental providers and 
specialists in your area will be displayed. Just review the list and 
call any one of the providers listed to make an appointment.

Intervention Services
If you need extra help finding a dentist, the dental customer 
service representative may connect you to an intervention 
service specialist. Even if you do not need help finding a dentist, 
an intervention service specialist may contact you to:
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  provide information on the importance of getting oral health 
care;

  explain dental office procedures, such as the need to call your 
dentist to cancel an appointment;

 remind you about an appointment; or
 encourage you to seek follow-up care.

Making Dental Appointments
When you call the dentist to make an appointment, you should 
have these items ready:

 a pen or pencil
 some paper
 your (or your child’s) MassHealth card
 a calendar

Tell the dentist’s office that you want to make an appointment to 
see the dentist, and whether you or your child need a checkup, 
or if you are having a problem. See which dates and times the 
dentist has available that work best for you. Write down the 
appointment date and time on your calendar. 

When the date of your (or your child’s) appointment comes, 
allow plenty of time to get to the office a few minutes early to 
check in and fill out any needed paperwork. If you have been 
going to a different dentist, please ask that dentist to send your 
dental records to your new dentist. It is best to do this as soon 
as you have an appointment scheduled with your new dentist to 
allow time to get the records.

If you are not able to keep your dental appointment, call the 
dentist’s office as soon as possible to let them know that you 
or your child(ren) will not be coming and to make another 
appointment. By calling to cancel an appointment, someone 
else can get the services they need. If you don’t call, your 
appointment time is wasted. 
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What to Do in an Emergency
You or your child(ren) can also see a MassHealth dentist 
for dental emergencies. You should ask your or your child’s 
dentist how to contact him or her in an emergency. The dentist 
may have a different telephone number to call for dental 
emergencies.

If you are away from home during an emergency, call Dental 
Customer Service at 1-800-207-5019 for help finding a 
participating dentist in the area.

What if I Need Transportation?
You may be eligible for transportation to your or your child’s 
dental appointment through MassHealth. Contact MassHealth 
Customer Services to get information about whether 
transportation services to and from the dentist are covered 
under your coverage type. Transportation always requires 
approval ahead of time. If you need transportation to the dental
appointment, and are eligible for transportation, the dentist 
will request approval from MassHealth. Make sure to tell the 

Some dental offices have a policy that they can refuse to 
treat patients who do not call to cancel an appointment or 
who cancel too many times. You do not want this to happen 
to you. It is important to your health that you go to your dental 
appointments. 

Your dentist will need to verify your or your child’s MassHealth 
eligibility status each time you visit the dentist, so please bring 
your MassHealth card with you. Report the loss or theft of your 
MassHealth card to MassHealth Customer Service at  
1-800-841-2900 right away. Call this number for all your 
questions about the MassHealth program, except dental. For 
dental issues, call Dental Customer Service at 1-800-207-5019.
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dentist when you make the appointment that you will need 
transportation. If transportation is approved for your or your 
child’s dental appointment, you will get a letter telling you
everything that you will need to know to make arrangements. If 
MassHealth denies the request for transportation, you will get a 
letter telling you that you can appeal the decision.

Your Rights and Responsibilities
As a member of MassHealth, you have the right to: 
 be treated with respect, dignity, and privacy;
  receive information about MassHealth and the dental services 

available to you;
  choose a provider from the MassHealth Dental Provider 

Directory;
 refuse care from a specific dentist;
 make decisions about your dental care;
  file a complaint or an appeal about a dental provider or the 

MassHealth Dental Program;
 have access to your dental records;
  not be discriminated against by the dental provider on 

the basis of age, sex, race, physical or mental disability, 
national origin, ethnicity, religion, sexual orientation, genetic 
information, source of payment or type, or degree of illness or 
condition;

  have your health and dental information kept private in 
accordance with state and federal laws; and

  receive information about changes in MassHealth dental 
benefits.

As a MassHealth member, you are responsible for:
 making sure you use your MassHealth dental benefit;
  asking questions if you do not know or understand anything 

about your dental benefit;
  listening to the dentist and following instructions about the 

care of your teeth;



14

  making and keeping dental appointments;
  contacting your dental and transportation providers as early 

as possible if you have to cancel your appointment;
  showing your or your child’s MassHealth ID card and any 

other insurance card every time you go to the dentist;
  making sure you are the only person who uses your 

MassHealth ID card and letting MassHealth know if it is lost or 
stolen;

  answering questions about your health and the health of your 
child(ren) that will help your dentist take care of you and them;

  telling your dentist if you were seen by another dentist 
recently;

  requesting that your dental records be sent to your new 
dentist;

  informing MassHealth Customer Service as soon as possible 
if:

• your address or phone number changes;
• you have a new baby or your family size changes;
•  you (or an immediate family member) lose your job, get a new 

job, or have other insurance; or
• your or your child’s name changes.

What if I Have Questions?
You may call or write Dental Customer Service if you have any 
questions or comments about your MassHealth dental benefit, 
including:

  how to find a MassHealth dentist or specialist;
  the dental services available to you or your child(ren) as a 

MassHealth member;
  information about preventive well-child care and EPSDT 

services; 
  oral health care and the importance of taking care of your 

teeth; 
  when your child should start to visit a dentist;
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  the MassHealth rules about the dental benefit; and
  this Dental Benefit Booklet and other information sent to you.

Call Dental Customer Service at 1-800-207-5019 with 
your questions or comments. Dental customer service 
representatives will make every effort to respond to your 
questions during your phone call. If the representative
cannot completely respond to your questions on the phone,  
he or she will call or write you back within one business day of  
your call. 

If you prefer, you may write to Dental Customer Service at the 
address below:

  Member Services
  MassHealth Dental Program
  12121 N. Corporate Parkway
  Mequon, WI 53092

You may also e-mail us at member@masshealth-dental.net. 
Use this email address only for general questions. Since we 
cannot guarantee the security of the information that you e-mail 
to us before it arrives in our offices, please do not include your 
name, or MassHealth ID number in the email. 

You may also visit the MassHealth dental Web site at  
www.masshealthdental.net for more information about your 
dental benefits.

When and How to File a Complaint
A complaint is when you call or send a letter to tell us you are 
not happy with a service you received or a decision made about 
your or your child’s dental care other than a denial or reduction 
of dental services. 
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If you have a complaint, you can call Dental Customer Service 
at 1-800-207-5019 and tell an intervention services specialist 
your complaint. The intervention services specialist will fill out 
a complaint form for you, or you can ask that a complaint form 
be mailed to you. Return completed complaint forms to the 
following address:

Intervention Services
MassHealth Dental Program

P.O. Box 9708
Boston, MA 02114-9708

Once we receive your complaint, an intervention services 
specialist will begin to investigate the problem.  He or she may 
need to call you or your dentist to get information. You will get 
a response in no more than 30 working days from the date we 
received your written complaint. 

When and How to File an Appeal
If you disagree with a decision MassHealth made about your 
dental benefit, you have the right to file an appeal and request a 
fair hearing. To file an appeal, or to request help filing an appeal, 
contact Dental Customer Service at 1-800-207-5019. You have 
30 days after you receive a decision about your benefit to file an 
appeal. 

You will need to fill out a Fair Hearing Request Form which can 
be found on the dental Web site at: www.masshealth-dental.net. 

You should make a copy of your Fair Hearing Request Form for 
yourself and mail the original to:

Board of Hearings
Office of Medicaid

100 Hancock Street, 6th Floor
Quincy, MA 02171
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This address is also listed on the Fair Hearing Request Form. 
Hearing requests may also be faxed to: 1-617-847-1204

At least 10 calendar days before the fair hearing, the Board of 
Hearings will send you a notice telling you the date, time and 
place of the hearing. If you disagree with the hearing officer’s 
decision, you may submit an appeal for judicial review with the 
Superior Court within 30 days of the receipt of the Board of 
Hearings decision. 

Assurance of Non-Discrimination 
You may not be treated a different way because of your age, 
sex, race, physical or mental disability, national origin, ethnicity, 
religion, sexual orientation, genetic information, source of 
payment or type, or degree of illness or condition. If you feel you 
have been treated differently because of this, please call Dental 
Customer Service at 1-800-207-5019.

Helpful Dental Tips
 Brush your teeth twice a day.
 Clean between your teeth every day with dental floss.
 Visit the dentist for a checkup every six months.
  Remember that good dental care for your baby starts during 

your pregnancy and continues throughout their life.
  Never allow your child to fall asleep with a bottle of milk, 

formula, fruit juice, or sweetened drinks in his or her mouth.
 Keep your dental appointments.
 Limit sweets and sodas.
  Remember that good dental health is very important to 

pregnant women and their unborn children too. The health of 
a mother’s gums can affect her unborn baby’s overall health.

  Be sure to call Dental Customer Service if you have any 
questions or need any information about your dental benefit at 
1-800-207-5019.




