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Create Your Account

Select Plan – Choose 

‘Individual/Group’.

Please Note: The 

Medicare/Medicaid Plan 

Type is only for 

members enrolled in a 

Government dental plan. 

Name: Enter the first 

and last name of the 

member as it appears 

on file with the dental 

plan.

Email Address: The 

Email Address entered 

will be used as your 

Username when signing 

in to the portal.

Member ID: Enter the Member ID.Date of Birth: Enter member date of birth. Members 

registering for portal access must be 18 years or 

older in order to create an account. 
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Check Your Email

Please Note: The email 

confirmation link is only 

valid up to 48 hours! Users 

are directed to call 

customer service if trying 

to use the link after 48 

hours. Customer Service 

will need to resend the 

email again to help the 

member complete 

registration.
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Secure Your Account

Password: Passwords must 

be between 8-15 characters, 

with a mix of letters, 

numbers, and special 

characters (such as & and 

%). Passwords must also 

match.

Security Questions and Answers: 

All questions and answers must be 

different from each other.
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Sign In

Sign In: Use the email address and password 

created during registration to sign into the portal.
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Forgot Password

Enter Your Username: Enter the email address 

provided during portal registration. 
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Forgot Password (cont.)

Security Question Verification: You have three (3) 

attempts to answer the security questions setup 

during registration before being directed to call 

Customer Service. Passwords will need to be reset 

by Customer Service.
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Forgot Password (cont.)

New Password:

Password must meet 

password requirement.

Success: You will be 

redirected back to the Sign In 

page after clicking ‘OK’, where 

you can enter your email 

address and new password.
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A welcome message will 

appear the first time a user 

logs in to the portal. Close 

it by clicking ‘Continue’.

Welcome Message
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One Subscriber/Member Navigation Bar

Subscriber with Multiple Members Navigation Bar

Subscriber with 4+ Members Navigation Bar
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Account Settings

Home Phone, Mobile Phone, and 

Language Preference: You can update 

these account fields only. You can select the 

“Consent” checkbox to opt in to receive 

emails or SMS.

Password and Security: You must follow 

the password criteria to successfully 

change your password. Security Questions 

and Answers must all be different.

You will be prompted to sign in again with your username and password after selecting ‘Account 

Settings’ from the Profile Menu. 
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Access to portal user’s information to 

change password, security questions, etc.

View Benefits: 

Link to the 

member’s 

benefits

View ID Card: 

Link to the 

member’s ID 

Card

Find a Dentist: Link 

to DentaQuest’s Find 

a Dentist tool

Single Subscriber/Member Overview Page

Member Information: View 

member details including Date of 

Birth, Plan Name and Member ID.
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Access to portal 

user’s information 

to change 

password, 

security 

questions, etc.

View Benefits: 

Link to the 

member’s 

benefits

View ID Card: 

Link to the 

member’s ID 

Card

Find a Dentist: Link 

to DentaQuest’s Find 

a Dentist tool

Multiple Subscriber/Members Overview Page

Member Information: View 

member details including Date of 

Birth, Plan Name and Member ID.
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Benefits

Plan Information: View 

plan details including the 

effective and termination 

date of coverage and 

member ID number.

Plan Maximums: View your 

maximum and deductible 

amounts, how much has 

been applied towards each, 

and your remaining 

available amount.

Benefits Summary: View a 

breakdown of what’s 

covered under your plan.

Member Handbook: 

Download Member 

Handbooks and other 

important documents to get 

more information about your 

plan and how to use your 

benefits. 
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ID Card

Print or download an 

ID Card for the 

selected member. 

View the ID Card for 

the selected member. 
Access the Help 

Center to view FAQs 

and get assistance 

with ID Cards.
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Dental History

View dental history for members covered under the plan. History is available dating back to 

1/1/2019 or from the effective date of your plan. 

Use the date 

filters to find 

dental history 

for a specific 

time period. 

Dental History: View 

procedures, claim status, 

the provider who performed 

the service and more. 

Dental history is grouped by 

the date the service was 

performed.

View 

Details: 

Click to open 

a window 

with 

additional 

details about 

procedures 

and see 

costs, 

including 

what you 

may be 

responsible 

for paying
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Documents

View explanation of benefits documents for details what portion of services were covered by 

your plan and what part you may be responsible for paying. 

Documents: Click on an 

available Explanation of 

Benefits document to 

download and view.
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Find a Dentist

Find a Dentist: Find a Dentist 

link available in navigation bar in 

each page of the member portal.

Find a Dentist: Link to 

DentaQuest’s Find a Dentist tool

Use the Find a Dentist links in the portal to locate a dental provider.
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Help Center Overview

Contact Us: Access available ways 

to contact us for additional support.

FAQs: Click ‘Learn more about this’ under a help topic to 

view helpful information and frequently asked questions. 

Other Resources: Links to 

helpful websites and documents.
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Contact Us Overview

Create a Help Request: Submit a 
case to customer service to get 
help with submitting a complaint 
or appeal, or to ask a general 
question. 

Live Chat: Start a live chat session to 
talk to a customer service 
representative during business hours. 
Chat opens in a new window.

Call Us: phone numbers to 
customer service

View past requests: Access all 
open and closed cases that have 
been submitted through the 
portal.
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Submitting a Help Request

On behalf of: Select the member and plan 

the case is being submitted for so member 

information can be automatically added to 

the case for faster resolution by the customer 

service team.

Request Help: Select the topic 
for the help request you want to 
submit. 

Click ‘Create a Help Request’ from the Contact Us page to submit a request for assistance to 

customer service.
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Submitting a Help Request (cont.) 

Request Help With: Choose the 
type of case you want to submit 
(options listed above).

On behalf of: submit a case for 
the affected member – only 
active members on the policy 
will be available to select. 

Describe your request: Enter 
descriptive details on your 
request.

Attachments: Add relevant 
documents to your help request. 
Supported file types include 
images, PDF, excel and text files. 
Files must be less than 750 Kb.

Expected Results: Enter details 
on your desired resolution.

Submit your help request.

Help Request Confirmation: Success 
message displayed after clicking submit 
contains a case number which can be 
referenced when referring to the Help 
Request.
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Viewing Help Requests

Help Requests List: View the status 
and details of open and closed cases 
(help requests). Click on ‘View’ to see 
additional information. 

Click ‘View Past Requests’ from the Contact Us page to submit a request for assistance to 

customer service.

Create Help Request: Submit a case to 
customer service to get help with 
submitting a complaint or appeal, or 
to ask a general question. 
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Viewing Help Requests (cont.)

Help Request Details: View important 

information about the case, including the 

current status.

Attachments: See any 

documents which have 

been added to the 

case. Upload additional 

documents.

Comments: View comments 

shared between users and 

customer service 

representatives and send a 

new comment.



Reporting Portal Issues In Service Now
If you come across any issues in the portal, please follow the below steps to 
submit a ticket to the Salesforce team so they can investigate and resolve. 

1. Navigate to the Service Now portal

2. Select “Is something broken?” under

3. On the Is something broken? screen, select “Application Issue”. It should be the first option 
in the list.

4. In the Application Issue form, please be sure to select “Salesforce” from the “Which 
Application?” dropdown list. 
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5. In the “Short Description of Issue” field, enter a quick, descriptive summary of the issue being 
encountered in the portal. 

6. Under “Select the most appropriate option:” choose ‘Community/Portal’. After this step, you 
will see additional fields appear in the form.

7. Choose a Severity for the incident from one of the below options.

8. Under “Area”, choose ‘Member Portal’ so the Salesforce team can quickly identify which 
portal the incident is being submitted for. Then select ‘DCPG’ from the “For Which 
State/Client Community”

Severity Criteria

Critical Critical portal issue with no work-around in place, preventing Member users from using 
the portal to perform their jobs. 

High Critical issue causing the Portal to not function as expected. There are work-arounds 
available to Member users, although they may be inconvenient.

Medium Minor portal issue with a low impact on Member user’s ability to use the portal. May be 
a cosmetic issue with minor impact. A work-around is readily available to Member users.

Total Outage Member users are unable to use any features of the portal.

28

Group Member Portal User Guide
Last Updated: January 2021

MEMBER PORTAL SUPPORT



9. In the below two fields, be as descriptive as possible when explaining the issue. The more 
details you provide upfront the easier it is for the Salesforce team to investigate the issue. If 
the issue is about a particular Member User, including the user’s email address helps the 
team figure out what’s going on more quickly. 

10.If the Member user is having issues with a particular page in the portal, if you have the page 
URL readily available you can include it in the below field. 

11.Before submitting the ticket, if you have any screenshots or other attachments you want to 
include, you can click on the paperclip at the top of the form to attach them. You can upload 
more than one attachment at the same time. 

12.When you’re ready to submit, click on the “Submit” button at the bottom of the form. 
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