
In this issue
#ShareTheCare Winner ........................1

Claims integrity program....................2

Manage PROVIDERnet .........................3

Direct deposit reminder ......................3

New ID card design ...............................3

Pacific Dental Conference ..................3

PROVIDERnet ..........................................4

Summer 2016Winner announced for our  
#ShareTheCare campaign

In January, Pacific Blue Cross announced 
that the West Kootenay Community TEETH 
Clinic Society was the winner of its 75th 
anniversary Share the Care campaign. The 
society received $50,000 from the Pacific 
Blue Cross Health Foundation for achieving 
the most votes for its video storytelling 
campaign. 

The Pacific Blue Cross Health Foundation 
arrived at five finalists from a list of 70 
organizations it has funded to help 
improve health and wellbeing in BC. 
Foundation members then asked British 
Columbians to vote for their favourites in a 
video storytelling campaign.

Each organization was guaranteed a $5,000 
donation for participating, with donations 
increased to $50,000 and $10,000 for the 
two videos that received the most votes. 
Over 16,000 British Columbians voted 
during the three week campaign and 

the total giveaway added up to $75,000. 
The winner, West Kootenay Community 
TEETH Clinic Society based in Nelson, BC, is 
helping to increase access to basic dental 
care for low income families. Mara Sand, 
a Board Director for the organization, 
explained in her video that the $50,000 
donation would allow the introduction of 
satellite clinics so everyone can access care 
in the Kootenay boundary area. 

“All five organizations that participated 
play an important role in improving health 
and wellbeing in B.C.,” says Pacific Blue 
Cross president and CEO Jan K. Grude.  
“We are grateful to all of the storytellers for 
allowing us to share their journeys and to 
British Columbians for doing their part to 
share the care.”

All of the organizations’ videos and  
winner announcement can be viewed at 
pac.bluecross.ca/75thAnniversary.
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Pacific Blue Cross continues to meet with the BC Dental 
Association in a collaborative approach to help educate dentists 
and their staff on our audit process as well as our policies, 
procedures and plan benefit design.

Pacific Blue Cross is authorized and obligated to monitor the 
billing and payment of claims in order to provide assurance to our 
plan sponsors/employers and our members that benefits are paid 
in accordance with plan provisions. 

Some claim tips for peace of mind include:

Bill using the “Unique Identification Number” (UIN) of the 
treating dentist
Associates must bill under their own UIN and not that of the 
principal. Pacific Blue Cross uses profiling software as one means 
to identify dentists with billing frequencies far above those of 
a "typical" dentist. When multiple dentists bill under the UIN of 
the principal, billing frequencies are artificially inflated and the 
principal could be identified by as an "extreme" outlier. Using the 
wrong UIN is also a violation of the CDAnet agreement, signed by 
dentists, granting them the opportunity to submit claims via EDI 
on behalf of their patients.

Familiarize yourself with the preamble and descriptors 
of both the BCDA Suggested Fee Guide and the 
Pacific Blue Cross Fee Schedule
The preamble and descriptors are mandatory and outline 
the appropriate use of the codes. Dental providers and their 
staff should be familiar with what is included with each code 
to ensure they are billed accurately and reflect the treatment 
provided. A clear understanding of the codes minimizes the risk 
of “unbundling” (charging separately for steps that are already 
included in the overall procedure code). Please note that although 
your office may bill a code appropriately according to the BCDA 
Suggested Fee Guide, it does not mean it is necessarily a "covered" 
benefit in the Pacific Blue Cross Fee Schedule. 

Follow College of Dental Surgeons of BC’s dental 
recordkeeping guidelines
There must be evidence of medical necessity which is the 
reason why treatment was required, as well as support that the 
procedure was actually performed. Complete legible records 
with a clear history, diagnosis, treatment plan and progress notes 
are the dental practitioner’s best means of mitigating recovery. 
Intraoral photographs are a valuable addition, particularly to help 
support a clinical diagnosis, not verifiable by a radiograph.

Ensure the daysheet accurately reflects the day’s events
Daysheets may be used to confirm a patient was present for care 
on the day indicated in the chart notes, or that the amount of time 
billed did not exceed the length of the scheduled appointment. 
As we all know, many unexpected things can happen during the 
course of a day, such as no-shows, emergencies, walk-ins etc., plus 
an appointment might run short or late. It is important that these 

changes are updated in the day sheet/scheduler to mitigate any 
potential risk of recovery if subject to an audit.

Bill according to the specific needs of each patient
Avoid general office policies that do not take into consideration the 
unique oral health needs of each individual patient. For instance, a 
policy requiring each patient to repeat their complete exam every 
three years does not distinguish between a patient with good oral 
health and minimal risk of disease and a patient who is absent for a 
couple years and returns with multiple oral health issues.

Do not substitute codes
Bill using the procedure code that reflects the treatment provided, 
even if it is not an eligible benefit under the patient’s plan. A 
predetermination will help the patient be informed of the fee 
before treatment commences. Treat the patient and not their plan. 

Make sure you and your entire dental office are on the same 
page
Ensure the front office staff is billing appropriately for services 
provided. In some cases, reception routinely bills the patient 
according to the approved predetermination, even though some 
of the predetermined services are not performed and the actual 
lab fee is significantly lower than what was estimated.

Whistleblower Hotline
We are committed to protecting the integrity of the benefit plans 
provided to our members. The Whistleblower Hotline is a program 
that allows members, providers and employees to anonymously 
report fraud and unethical behaviour.

Visit pbc-ethics.com or call 1 800 661-9675 to report any suspicious 
activity. All information relating to the report, including any caller or 
client communication is kept private, confidential and secure.
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Manage your PROVIDERnet account
It’s important to keep your information up-to-date with Pacific Blue Cross. When a new 
practitioner joins or leaves your office you must update your information. Failure to do so 
may result in claim processing delays for that practitioner. Visit our website providernet.ca  
and click Manage your account.

Submit the information only once to Pacific Blue Cross. We will respond when the update 
has been completed.

Direct deposit reminder
Currently direct deposit is only available to dental practitioners who work out of one location. 
The primary administrator is responsible to ensure that banking information is kept up-to-
date or terminated when a dental practitioner moves or joins another dental office.

Why sign up?
Save time and money — You don’t have to travel to the bank to make a deposit.
Worry free — Lost or delayed payments will be a thing of the past.
Save a tree — No more paper statements or cheques.
It’s free — There is no cost to sign up for direct deposit.

What dental offices are saying…
“The dates are set for payments so no surprises....Easy to use and set up...Simple!”
Dr. Leo Johnson

"I was resistant at first but am now a convert. It's been significant reductions in admin 
costs to us and the receptionists love it."
Dr. Ashok Varma

Pacific Dental 
Conference
Thank you for stopping by our booth this 
year and we hope you all enjoyed the 
conference and learned more about your 
profession. Our mission is to improve 
health and wellbeing in British Columbia 
and we are honoured to support the 
Pacific Dental Conference as an annual 
exhibitor.

As British Columbia’s #1 health benefits 
provider we are here to answer any 
questions you have and continue to 
collaborate with your association and 
college on how we can improve the 
overall standard of care for our members.

And the winners from our draw are:
Chloe Zhao — Coquitlam
Dr. Richard Yu — Vancouver
Dr. Randy Shew — Richmond
Bick Cabeca — Victoria
Greta Henning — Penticton

Left to right: Andria Martinello, Brianna Memme, 
Cheryl Wong and Patrick Davidson.
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New Pacific Blue Cross ID card design
Members will be receiving new ID cards going forward as they join Pacific Blue 
Cross, or replace an old card. This is not a complete reissue of cards and the 
Policy and Identification Numbers are not changing.

Please accept these cards now as you would for any other Pacific Blue Cross 
member.

John Public

Policy Number: 123456
Identification Number: 1234567899

Pharmacy Carrier E1 
Dental Carrier 000064 Member



PROVIDERnet®
A common question we receive is why does Pacific Blue Cross 
require the dental practitioner’s unique email address for 
PROVIDERnet access? Why can’t it be the clinic email address?

We continue to communicate why unique emails are so 
important. Unique email means that each person signing into 
PROVIDERnet would have their own unique email address which 
ensures privacy and security.

The dentist is ultimately responsible for any billing under their 
UIN which is tied to their PROVIDERnet account access.

PROVIDERnet was designed with very high security. It not only 
holds the personal information of the dental practitioner and the 
benefit/claim/payment information of the patient, but it also has 
the ability to capture banking information for dental practitioners 
who choose to sign up for direct deposit. 

This is why we created both a primary administrator role as well as 
a standard administrator role with differing security levels.

As the dental practitioner they are automatically granted the 
primary administrator role. They can assign this to someone else 
(i.e., office manager) by signing into their PROVIDERnet account 
and click on Account > Administer User accounts > Create New 
User Account. (See screenshot below.)

Add the First Name, Last Name and Login Email. Select the Role 
you want assigned to that person. If you are a dental practitioner 
who works in more than one office you can also select the 
location(s) you want that person to have access to view. Click Save.

Key Points
•	 Each person in the dental office should have their own web 

account.
•	 The Primary Administrator is responsible to set up web 

accounts for others in your dental office and assign roles.
•	 When staff leave your dental office as a primary administrator 

it's important to terminate that web account.
•	 Web accounts that are not in use for 3 months are automatically 

deactivated.
•	 DO NOT use a clinic email. If you choose to proceed with this 

as a primary administrator email address or a standard email 
address all office staff who have access to this email address will 
also have access to view and change banking information as 
well as view patient accounts from multiple offices (if the dental 
practitioner works in multiple offices).

Word of Mouth is published by Provider Relations. If you would like to reproduce this material, or have questions, comments, and article 
suggestions, please contact: Pacific Blue Cross, Provider Relations PO BOX 7000, Vancouver BC, V6B 4E1; Fax: 604 419-2115 or  
E-mail: provider@pac.bluecross.ca. © 2015 PBC Health Benefits Society
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Answers from last issue 
 1.  Patient eligibility & plan 

breakdown
 2. Dental Fee Schedules
 3. Direct Deposit
 4.  View predeterminations & 

electronic statements
 5.  New registration updates or 

termination requests
 6. Address changes
 7. Communications

We thank all those who submitted answers. The three correct entries were randomly drawn.

And the winners are...
Amanda Pinsonneault — Vernon
Carolee Taylor — Chilliwack
Michelle Nelson — Parksville
Shirley Goebel — Kelowna
Diane Addison — North Vancouver

Colour your way to oral health!

Categories: 
•	 5 years old and under
•	 6 to 9 years old
•	 10 to 13 years old

•	 14 to 19 years old
•	 Adults 20+ and up (Kids-at-Heart)

Your name Age:

Email Phone number

Dental clinic name

What would you like to learn about in our next newsletter? 



Thank you for participating in our 

Colouring Contest
To use this flap as a mailer, simply cut  

along the dotted line, fold in half, tape  
the end and affix regular postage.

Don’t forget to include your comments. 
We want to hear from you!
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