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Front and center
Supporting our participating providers 
during COVID-19

As a way to support our participating providers as offices 
re-open, we have launched initiatives and gathered resources  
for you and your staff:

• Enhanced Payment Program (EPP): Through the EPP, enhanced care provider 
payments will be available through the end of 2020 for many network dentists 
for certain services related to routine exams, emergency services and initial 
evaluations for children and adults. Enhanced payments range between $5 and 
$10 in addition to the dentist’s contracted fee for applicable services. Network 
dentists may be eligible to gain access to a portion of UnitedHealthcare Dental’s 
$10 million relief package by enrolling at uhcdental.com. 

• The ADA has a free one-credit continuing education webinar on respiratory 
protection available for you and your staff to watch at any time. 

• Please continue to visit the Centers for Disease Control and Prevention (CDC) 
and American Dental Association (ADA) websites for latest guidance specific 
to the Dental healthcare setting and health professionals. You may also visit 
uhcdental.com and click on “Considerations and adaptations” as additional 
resource for offices that are reopening.
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Supporting our participating providers continued …

• Teledentistry for UnitedHealthcare members:  
We are pleased to announce that we are immediately 
expanding access to care through provider consultations 
via teledentistry to continue to help accommodate our 
Medicare Advantage, Medicaid, Individual and Group 
Market fully insured health plans. UnitedHealthcare 
Dental will waive frequency limits, and any benefit 
provided for the services listed in the “Access to Care via 
Teledentistry” guide on uhcdental.com will NOT count 
towards the patient’s annual maximum benefit, if any, for 
dates of service prior to July 24, 2020, when submitted in 
accordance with applicable Federal and State regulations. 
UnitedHealthcare Dental will continue to evaluate and 
update this guidance as appropriate. 

For more information regarding the enhanced payment 
program, including details on how to enroll and becoming 
eligible for payments, or for guidance on which codes to 
utilize for offering teledentistry, visit uhcdental.com. Any 
additional announcements regarding resources or program 
changes/enhancements will also be made at uhcdental.com. 

Clinical updates
Optimizing schedules for patient care
As state and local governments lift the temporary restrictions 
on delivering routine and elective dental care, practices are 
extremely eager to reopen and continue to deliver the much-
needed care that has been delayed.

There is great need to address pent-up demand for dental 
care and the need for new care. However, providers are now 
faced with unexpected business challenges of increased 
operational costs, new social distancing protocols, and the 
need to educate their patients and team on the safety of 
receiving routine dental care in a post-COVID-19 environment.

There are three fundamental administrative responsibilities 
that can assist practices in starting to pursue normal 
operations and business performance by re-engaging their 
current patients: Retention, Recall, and Reactivation.

Retention:
The single greatest opportunity to keep patients actively 
engaged in their own care is to ensure that every patient is 
scheduled for a follow-up visit before they leave your office. 
This needs to be a team effort in the office (not just the front 
desk) in repeatedly conveying to the patient how important 
the next visit will be in achieving their oral health goals.

The urgency and the importance of completing 
recommended care must be demonstrated to the patient by 
team members in a clear and concise unified message. This 
messaging needs to be appropriate to the culture of the office 
and sensitive to the patient’s conditions. 

Simply stated, “No patient leaves without a newly assigned 
appointment.” It is the responsibility of the team to customize 
this message in their own words with kindness and empathy 
without a feeling of being sales-like or have a feeling 
of pushiness.

Recall:
It’s inevitable that patients fall off the schedule, cancel their 
appointments, or simply do not show for their appointed 
times. While we often become frustrated with the patient, it is 
not an appropriate or a beneficial business approach to blame 
the patient. 

Through a repetitive and methodical recall program, 
the stress, anxiety, and frustration of having a schedule 
unexpectedly fall apart can be reduced. But common sense 
must be used if a patient is taking advantage of your policies 
and has repeated back-to-back cancellations and no-shows. 
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Clinical updates
Optimizing schedules continued …

These patients are taking the opportunity away from your 
other patients to receive care and are interrupting your usual 
smooth daily operational flow.

The recall responsibility should be divided among every team 
member who has had direct engagement with the patient, 
and not a call center, temporary employee, or junior team 
member. Including your hygienists and dental assistants to 
recall patients as a collateral duty will not only encourage a 
collaborative team approach to re-engage patients, but it’s 
a nice touch from the perception of the patient. Sharing this 
responsibly with clinical team members will also reinforce 
why it is so important to be successful in assigning the next 
appointment during the current visit.

Each day generate a broken appointment report and share it 
with your entire team during your morning huddle. Ask your 
team if there is any additional insight as to why this patient 
canceled. You will be amazed at what additional personal 
knowledge your staff will have about your patients, and 
another approach for re-engagement can be determined. 

Reactivation:
This is the sole responsibly of the front desk. Generate 
monthly reports of patients who have not been treated in the 
last 18-months or 2-years, depending upon how your practice 
determines an active patient base. These reports will provide 
you with a true understanding of the of size and quality of 
your active patient base and assist you in the valuation of 
your practice. 

It’s the responsibility of your team to ensure they are doing 
everything possible — that continuity of patient care is being 
achieved, even though patients sometimes have other 
priorities and personal distractions in their lives other than 
their dental care.

Lastly, appointment reminders are essential, but your practice 
needs to understand, identify, and record your individual 
patient’s preferred method of contact. Email, text messages, 
phone calls, or even the old fashion postcard method are all 
effective, but they are only effective if the communications 
actually reach the patient. Your modern practice 
management software can track your patient’s preference for 
communication. Messaging cannot be a uniform solution in 
the management of a diverse and large patient base with ever 
changing contact information. 

Richard W. Gesker, DMD, MBA

Chief Dental Officer, UnitedHealthcare Dental

Dental fun facts
• Tooth decay used to be blamed on “tooth worms.”

• In the Middle Ages, barbers used to pull teeth.

• The first power drills were powered by foot.

•  In 1903, German chemist Alfred Einhorn formulated the 
first known local anesthetic and called it procaine, today 
known as Novocaine.

• High speed dentistry started in 1957 with the Airotor 
(a dental drill). It could reach speeds of up to 300,000 
rotations per minute!
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