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Network Access Plan for Pacific Life Dental

The Pacific Life Dental Network

Pacific Life dental insurance plans, underwritten by Pacific Life & Annuity Company, provides
timely access to contracted, credentialed dentists for members enrolled in our PPO plans.

How our networks are managed

We use a leased network arrangement to manage our network. This means that we contract with
a primary network administrator, Dental Benefit Providers, Inc. (DBP), who maintains an existing
proprietary network of dentists. DBP supplements its proprietary network by contracting with
other national and regional dental networks. DBP and its contracted network partners are each
responsible for credentialing, contracting, and maintaining their network of dentists. We pay a
fee to the primary network administrator, DBP, for access to their network and to designated,
contracted network partners.

Network Arrangements'

National: Regional:
Dental Benefit Providers, Inc. MN - Premier Dental
CONNECTION Dental AL - DentaNet

MaximumcCare
Solstice

Our network consists of a variety of provider types across the country including general dentists
and all specialties. To ensure members have access to quality providers, we regularly review for
network quality and accessibility:

the number of contracted providers and types of services offered within a geographic area;
and

the member/provider ratios; and

handicap accessibility, languages spoken, and available office hours.

Access and availability are reviewed annually to ensure members have an adequate network to
meet their needs and that minimum adequacy and accessibility standards are met.

How we grow our network

Pacific Life’'s network administrator regularly evaluates network accessibility with focused
provider recruitment based on
Network adequacy standards; and



Identified areas based on where Pacific Life members are located
Requests from employers, members, and providers.

Delegated Activities

Pacific Life maintains responsibility for activities provided by our leased network and third
parties, per signed agreements. We regularly review delegated activities to monitor compliance
with the requirements of the agreements as well as regulatory requirements. Written reports
are required to be provided and maintained after each review.

Provider Criteria

All providers who are part of the network must meet credentialing requirements as stipulated by
the network administrator. Credentialing information provided is reviewed before they become
part of the network and updated information is required and reviewed every three years.
Information supplied, such as where they received training and if they have a current license to
practice is verified. Providers are also instructed to submit updates at any time.

Network availability

We review the adequacy of network availability regularly and compare it to state standards for
driving distances and appointment wait times.

If a member does not have access to a network provider within a reasonable distance or
timeframe, they may contact us at (855) 810-3301 to request assistance. We will negotiate rates
for treatment with a non-network provider and ensure that members are held harmless from
“balance-billing” or any amounts beyond the copayment, deductible, and coinsurance
percentage that we would have paid had the insured received services from an in-network
provider.

How to find a network dentist

Members may find a network dentist by using our online provider directory at
pacificlife.com/dental or by calling member services at (855) 810-3301. Our online directory is
updated regularly, at least monthly, and allows members to easily search by dental provider
name, location, or specialty. The provider locator also includes, for the benefit of members,
hours of operations and click to call on mobile devices to easily schedule appointments.
Language assistance is also available at no charge.

We strive to provide an accurate and updated provider directory. If a member believes there is
an error in the directory, they may call (800) 445-9090 or email
provdirectory@yourdentalplan.com for assistance.



https://www.pacificlife.com/dental
mailto:provdirectory@yourdentalplan.com

Referrals

Members may elect to visit an in-network or out-of-network dentist for services, including
specialists. No authorization is required for referral to a specialist. Members may find
participating specialists, including specialists, online at pacificlife.com/dental or by calling us at
(855) 810-3301.

Quality of Care
Pacific Life maintains an ongoing quality assurance program to:

Measure, monitor, trend and analyze the quality of care against established benchmarks
Improve member experience and minimize adverse impact

Provide effective communication, awareness and cooperation between members,
participating providers and the plan

Comply with applicable legal, professional and regulatory standards

Ensure that written policies and procedures are established and maintained to ensure
quality dental care is provided to members

Perform and review of satisfaction surveys

Monitor complaints, grievances and appeals

Continuity of Care

If a dentist's network status changes while a member is in active treatment for covered services,
the provider shall make every reasonable effort to continue treatment until the period time
required by applicable law. If laws do not exist in the state in which the Covered Services are
provided, the earlier of:

The current treatment is completed; or
Arrangement is made for the Member to be transferred to another dentist.

If a dentist is not approved to provide continuity of care, Members may call 855-810-3301 for
assistance with locating a network dentist in their area to continue their active course of
treatment. As required by State or Federal Law, we will make a good faith effort to notify members
by email and/or US Mail, when a dentist’s network agreement is discontinued.

Members are held harmless for services rendered in the provider's capacity as a network provider.
This does not apply to services rendered after the termination of the provider contract, except to
the extent that the in-network relationship is extended to provide continuity of care.

Emergency Coverage

In case of an emergency, members should contact their dentist directly. Network dentists must
be available to members during normal business hours. Additionally, access for emergency care
is available 24 hours a day, seven days a week by network providers through their practice or
other resources (such as another practice or a local emergency care facility).


https://www.pacificlife.com/dental

We will monitor and document all instances of provider unavailability to ensure continuity of
care and will work with our network administrator on corrective action as needed.

Teledentistry Dental Services

Teledentistry dental services are covered the same and to the same extent that in-person settings
are covered. The dental provider must be licensed/registered in the state where the member
receives service.

Members with Special Needs

We follow federal civil rights laws to treat everyone fairly, regardless of race, color, national origin,
age, disability, or sex. We don't exclude or treat people differently based on these factors. For
those with disabilities, we provide free aids and services, like sign language interpreters, braille,
large print, audio, and accessible electronic formats. If information is requested in an accessible
format, members will not face any additional delays and receive extra time if needed.

If a member thinks our plan hasn't provided these services or has discriminated based on race,
color, national origin, age, disability, or sex, they can file a complaint or grievance by calling (855)
810-3301.

Language Assistance and TRS Services

We provide free language assistance service to help members communicate with us. To receive
assistance, members may call (855) 810-3301.

Ambharic: ANAT AT JC a0y27C AT8.TFA AGRCE8TF 19 P ACSF ATAIAT ATAMAY: ACSF AR THT ANAT
(855) 810-3301 AL MRLMA &FAA:

Arabic: "e3)l Je Juas)l slacil Sey aclusd! B, Las Juolgill § sbacYl Buclusd Blos Lgalll sueluall dods- puds (855) 810-
3301

Armenian: Ukup wpudwnpmd kup wiggwp (kquljut wowlgnipjul swpwynipmit whnwdibphi dhq
htwn 2thyt oqitiint hwdwp: Upwljgnipinit unwbwnt hwdwp winudubpp jupnn G qubuquhwpt;® (855)
810-3301:

Bengali: TUTTAA(P WINICAE AT (SIS HRITOT FA O3 N1 [[{Nryeets
Ol TRl AR oMW FE AfF | STZTOT (NS, AT (855) 810-3301 NFCH
(TN FAO AEN|

Chinese: “IFAR LG RMIES hBIIRS, B2 AERANNAE. W, £ AnTEHE (855) 810-3301.,

Croatian: Pruzamo besplatne lingvisticke usluge kako bismo pomogli ¢lanovima pri komunikaciji s nama.
Za pomog, ¢lanovi mogu nazvati (855) 810-3301.

Estonian: Pakume tasuta keeleabiteenust, et aidata oma liilkmetel meiega suhelda. Abi saamiseks vdivad liikmed
helistada (855) 810-3301.



Farsi: "Lac! «SaS dly )3 )y, maad (e a8l ) 2 6A Ll ) (g ) 8 p )3 Lae ) 40 S () g 1y &) Hb ) Ss claas b
31,85 (i) 855( 810-3307 obed b il 5i s,

French: Nous fournissons un service d'assistance linguistique gratuit visant a faciliter la communication entre les
membres et nous. Pour bénéficier de ce service, les membres peuvent appeler le (855) 810-3301.

German: Wir bieten einen kostenlosen Dolmetscherdienst an, um unseren Mitgliedern die Kommunikation mit uns zu
erleichtern. Mitglieder konnen den Dolmetscherdienst unter der Rufnummer (855) 810-3301 erreichen.

Gujarati: 23 AUl WHIR] A18 dldAld s Hee sl HI Hed HINL MeRdl Adl Yeled s3] 1.
USIA ULH 54l UL, A®I] (855) 810-3301 UR sld 53] 245 8.

Haitian Creole: Nou bay asistans sévis lang gratis pou édé manm kominike avek nou. Pou'w jwenn assistans, manm
yo ka rele (855) 810-3301.

Italian: Forniamo un servizio di assistenza linguistica gratuito per aiutare i soci a comunicare con noi. Per ricevere
assistenza, i soci possono chiamare (855) 810-330.

Japanese: RENAARNFA-EEMBICOIa=r—2avERNd &5, BHOEEXEY—EX%
RBELTWET, XEZCHFLDAIEL. (855 810-3301FX THEBELCEELY,

Korean: A= S|/ S0| AR QIMAES = AT E F 2 AN X|@ MH[AE MSTLCHL =SS B2 A|2{H (855)
810-3301H 2 2 GEFFA[7] HEENL|CF

Portuguese (BR): Oferecemos servigo gratuito de assisténcia linguistica para ajudar os membros a se comunicarem
conosco. Para receber assisténcia, os membros podem ligar para (855) 810-3301.

Russian: Mei npeaocTtasnsgem 6ecniaTHyro A3bIKOBYH MOMOLLb, YTOObI MOMOYb YYaCTHMKaM 0bWaTbesi ¢ Hamu. YTobbl
NoAY4YUTb NOMOLLb, YY4AaCTHUKM MOTYT NO3BOHUTL No TenedoHy (855) 810-3301.

Spanish: Para ayudar a los miembros a comunicarse con nosotros, ofrecemos un servicio gratuito de asistencia en
idiomas. Para recibir asistencia, los miembros pueden llamar al (855) 810-3301.

Tagalog: Nagbibigay kami ng libreng serbisyo sa tulong sa wika para tulungan ang mga miyembro na makipag-usap sa
amin. Para makatanggap ng tulong, maaaring tumawag ang mga miyembro sa (855) 810-3301.

Vietnamese: Chung tbi cung cap dich vu hd tro ngdn ngit mién phi dé gitp cac thanh vién lién lac véi ching toi. Dé
nhan ho tro, thanh vién cé thé goi dén s6 (855) 810-3301.

Greek: NMapéyoupe Swpedv unnpeoia y\wootkrg umooTAPLENG yla vo BonOACOULE Ta LEAN VAL ETILKOWVWVAGOUV ol
paG. Ta péAn umopouv va kaAéoouv oto (855) 810-3301 yia va Adfouv umoothpLén.

Hindi: g4 319 Ge&dl 1 AR ATY S el H Hee A & fIU HFT HI TGRIAT AT Jele
A &1 TEIdr ured el & folv, @eET (855) 810-3301 W Hich X Thd ¢l

Members with a hearing or speech disability who use a text telephone (TTY), or other device can
dial 711 for a free service, available 24/7.



Complaints, Grievances and Appeals

If a member has a complaint or a grievance where they are not satisfied with a service or claims
response, they may call us at (855) 810-3301. If a claim is denied, members or their authorized
representative may submit an appeal in writing to:

Pacific Life Dental Claims
PO Box 2150
Milwaukee, WI 53201

The request for appeal should include any additional information or documentation for
consideration. Failure to submit complete information may impact our ability to meet deadlines
and negatively affect the outcome. All complaints, grievances and appeals are documented, and
we will review and respond as required by federal and state law. More information is available
in the Certificate of Coverage, and on their Explanation of Benefits (EOB).

Contact Us
Phone: (855) 810-3301
Email: questions.workforcebenefits@pacificlife.com
Online: pacificlife.com/dental
Phone: (855) 934-9813
Online: pacificlife.com/providers

State Specific:

Colorado: Network access is provided to at least one dental provider for at least 90% of the
enrollees within the maximum distance based on geographic type.

Geographic Type

Large Metro Metro Micro Rural CEAC

Maximum Maximum Maximum Maximum Maximum

Distance (miles) Distance (miles) Distance (miles) Distance (miles) Distance (miles)
15 30 60 75 110

" Network arrangements as of April 2024

Pacific Life refers to Pacific Life Insurance Company and its subsidiary Pacific Life & Annuity Company. Insurance products can be
issued in all states, except New York, by Pacific Life Insurance Company and in all states by Pacific Life & Annuity
Company. Product/material availability and features may vary by state. Each insurance company is solely responsible for the
financial obligations accruing under the products it issues.
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